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ABSTRACT 
Organizational citizenship behavior (OCB) and empowerment are concepts identified 
as predictors of employee turnover. Employee turnover is a concern within various segments 
of the hospitality and leisure sector. The purpose of this study was to examine the influence 
that empowerment and OCB perceptions of students employed in one university dining 
services, had on their intent to turnover. In addition, this study examined the influence that 
managers and co-workers behaviors had on the formation of OCBI (OCB towards 
individuals) and OCBO (OCB towards organization) in student employees. Influence of 
power distance on the formation of empowerment perceptions also was studied. Results 
showed that both OCBI and OCBO had a weak, but significant negative relationship with 
student employee intent to turnover. Managers and co-workers were also found to influence 
exhibition of OCBI by student employees. Selected dimensions of transformational 
leadership were found to have both direct and indirect impact on the exhibition of OCBO by 
student employees. Another interesting result was that power distance did not mediate the 
relationship between empowerment and job satisfaction, as suggested by past studies. 
Empowerment had an indirect effect on student employee intent to turnover, through job 
satisfaction. Managerial implications are addressed and directions for future research are 
suggested. 
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CHAPTER I. INTRODUCTION 
University foodservice managers employ a large number of part-time employees to 
provide flexibility in staffing (Neumann, Stevens, & Graham, 2001). They rely heavily on 
student employees to fill hundreds of part-time positions (Gray, Niehoff, & Miller, 2000). 
However, in a study involving students employed in university dining services, Bartlett, 
Probber, and Scerbo (1999) stated that turnover, absenteeism, and lack of motivation were 
challenges facing managers of student employees. Panelists in a videoconference sponsored 
by the National Association of College & University Food Services stated that recruiting and 
retaining student employees were common problems in college and foodservice operations 
(Wright & Kadis, 1998). Lin (2003) found that a high level of turnover was prevalent among 
students employed in university dining services at the university. 
To combat the turnover problem, university foodservice directors are offering 
incentives for recruitment and retention. They also are trying to increase the number of 
international student employees who are not allowed to work off-campus (Neumann et al., 
2001). An increase in the total population of international students on United States 
campuses could increase international students employed by University Dining Services 
(UDS). 
Employee turnover is a major concern for various segments of the hospitality and 
leisure sector. According to the Employment Policy Foundation (2004), turnover was 
highest in the leisure and hospitality industry (46.4%) compared to the private sector (25.1%) 
for the 12 months ending August 2004. 
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Organizational citizenship behavior (OCB) (Chen, Hui, & Sego, 1998) and employee 
empowerment (Hogan, 1992) are concepts identified as predictors of employee turnover. 
OCBs are defined as discretionary workplace behaviors that are not recognized directly by a 
formal reward system (Organ, 1997). The target of OCB can be an organization or 
individual (Williams & Anderson, 1991). OCB-Organization (OCBO) includes behaviors 
that benefit the organization in general, and OCB-Individual (OCBI) includes behaviors that 
immediately benefit specific individuals and indirectly contribute to the organization. These 
concepts have received very little attention in the hospitality industry. Neumann (as cited in 
Neumann et al., 2001) stated that the behavior of managers toward employees could decide 
student employees' tenure. No articles were found that studied the influence of managers 
and co-workers in the exhibition of OCB by student employees in the context of university 
dining. Studies relating OCB to turnover in this context also were not found. 
Graham (1988) stated that transformational leaders should also have an impact on 
extra-role behaviors exhibited by followers. Researchers state that transformational leaders 
change the basic values, beliefs, and attitudes of followers. This enables followers to 
perform above and beyond the minimum levels required by an organization (Podsakoff, 
MacKenzie, Moorman, & Fetter, 1990). 
Few empirical studies were found that related empowerment and intent to turnover in 
hospitality. No articles were found in hospitality literature that studied the effect of 
empowerment on turnover as moderated by power distance and job satisfaction. 
In this quantitative study, the influence that managers and co-workers had in the 
exhibition of OCB by student employees was studied. The impact that OCBO and OCBI had 
on student employee intent to turnover also was examined. In addition, the influence of 
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power distance on empowerment perceptions of student employees was investigated. The 
relationship between empowerment perceptions and intent to turnover also was tested. The 
sample for this quantitative study was all part-time students employed in dining services at a 
four-year public, Midwestern, land-grant university. Students employed in dining services of 
this university work in a variety of foodservice operations including the food court 
comprising several restaurants, independent restaurants located on-campus, the university 
conference center, cafes, and residence hall dining. 
Assumptions 
This research was conducted under the following assumptions: 
1. Respondents in this study are part-time employees because the university does not permit 
students to work for more than 20 hours on-campus. 
2. Student employees are able to rate themselves, co-workers, and supervisors on questions 
related to OCBI. 
3. Student employees are able to rate supervisors on transformational leadership 
dimensions. 
4. Student employees are able to rate themselves on questions related to OCBO, job 
satisfaction, job autonomy, power distance, and intent to turnover. 
5. The scale values applied in this study are appropriate. 
6. Students view behaviors listed in the survey instrument as desirable, except those that are 
reverse-coded. 
7. Students will respond to the questionnaire truthfully. 
8. Students will answer agreement-disagreement items based on their feelings. 
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Dissertation Organization 
Using the traditional format, this dissertation consists of a general introduction to the 
research project, a review of literature, methodology used for data collection and analysis, 
results, discussion of findings and suggestions for future research, references, and 
appendices. Appendices contain all materials used in the research project: ISU Committee 
on the Use of Human Subjects Review approval, cover letter emailed to students, data 
collection instrument used in the study, and recruitment material used in the study. 
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CHAPTER IL LITERATURE REVIEW 
This chapter provides a synopsis of theories and concepts underlying the development 
of the research models used in this study. The first section discusses the organizational 
citizenship behavior (OCB) concept, theories surrounding OCB research, antecedents and 
consequences of OCB, relationship between OCB and employee turnover, and OCB research 
in hospitality. The second section summarizes research in employee empowerment, 
empowerment in the context of cultural differences, empowerment literature in hospitality, 
and the relationship between empowerment and employee turnover. Section three discusses 
conceptual frameworks and research objectives of this study. 
Organizational Citizenship Behavior 
Organ (1988) defined OCB as discretionary workplace behavior. Such behaviors are 
not recognized directly by a formal reward system, but they promote effective functioning in 
the organization. He defines discretionary behavior as one that is not part of the job 
description or is not part of specific terms of an individual's employment contract with the 
organization. Exhibiting OCB is a matter of personal choice, and its omission is not 
punishable. Organ identified five dimensions of OCB; altruism, sportsmanship, civic virtue, 
courtesy, and conscientiousness. Altruism involves voluntarily helping a co-worker with 
work-related problems. Sportsmanship includes tolerating inevitable inconveniences at work 
without grumbling. Civic virtue is being involved in the organization's political processes 
and larger issues affecting the organization. Courtesy is alerting others in the organization 
about changes that may affect their work. Finally, conscientiousness requires going well 
6 
beyond minimum requirements with respect to behaviors such as attendance, conserving 
resources, and punctuality. More recent conceptualizations of OCB offer slightly different 
categorizations such as helping behavior (altruism) and organizational loyalty, allegiance to 
organizational leaders and promotion of organization's image (Podsakoff, MacKenzie, Paine, 
& Backrach, 2000). 
Brief and Motowidlo (1986) distinguished among several different types of pro-social 
organizational behaviors, depending on whether or not such behaviors were functional or 
dysfunctional for the organization; role-prescribed or extra-role (discretionary behaviors such 
as OCB); and directed at an individual (co-worker or supervisor), the organization, or any 
other target (e.g., customer). It is clear that OCB is functional and extra-role (beyond 
employment obligations) in nature based on Organ's (1988) definition. The target of OCB 
can be an organization or individual. Brief and Motowidlo (1986) termed pro-social acts 
toward organizations and individuals as being "sufficiently independent." However, only 
few studies have made this distinction. 
Williams and Anderson (1991) identified two broad categories of OCB based on 
target of reception, namely OCBO (behaviors that benefit the organization in general), and 
OCBI (behaviors that immediately benefit specific individuals and indirectly contribute to 
the organization). The authors justify this distinction by stating that antecedents may be 
different for OCB types based on the target receivers. Factor analysis of data obtained from 
127 employees' supervisors supported the distinction between these two types of OCB in a 
study by William and Anderson (1991). Results of their study also showed a distinction 
between each of two types of OCB with in-role (employment obligations) behavior, which 
has been a general concern regarding OCB research (Podsakoff et al., 2000). Somech and 
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Drach-Zahavy (2004) used factor analysis and found support for the existence of OCBO and 
OCBI as two separate constructs. The authors came to this conclusion after analyzing data 
collected from 751 elementary school staff members representing 31 schools in Israel. 
However, a factor analysis conducted by Bolon (1997), in a study involving hospital 
employees (n = 202), was unable to provide support for the OCBO construct. 
Theories Underlying Organizational Citizenship Behavior Research 
OCB research has been based on several theories and concepts such as social 
exchange theory, norm of reciprocity, equity theory, social learning theory, and social 
information processing theory, transformational and transactional leadership, and leader-
member exchange theory. Following is a description of each of these theories and their 
association with OCB. 
Social Exchange Theory 
Blau (1964) defined social exchange as voluntary actions of individuals motivated by 
returns they receive from others. The author identified the following characteristics of social 
exchange: 
(a) Social exchange involves unspecified obligations. With social exchange, there 
may be some general expectation of a future return, but details are not specified beforehand. 
Obligations do not have a specific price tag. The nature of the future obligation cannot be 
bargained and is left to the discretion of the person who is obligated. 
(b) Only social exchange invokes feelings of obligation, gratitude, and trust. 
Norm of Reciprocity 
Gouldner (1960) stated that for norm of reciprocity to exist, two conditions must be 
satisfied: (a) people should help those who have previously helped them; and (b) people 
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should not injure those who have helped them. Obligations could vary based on the imputed 
value of benefits received, status of participants within a society, and culture of participants. 
The term, "norm of equivalent reciprocity" was coined by Gouldner (1960) as an 
extension of norm of reciprocity. The focus of this concept was on the equivalence of 
returns, as defined by actors in the situation. 
The need to reciprocate for benefits received in order to continue receiving them 
served as the starting point for social interaction and group structure (Gouldner, 1960). Blau 
(1964), on the other hand, maintained that the norm of reciprocity merely reinforced and 
stabilized tendencies inherent in the character of social exchange itself. He stated that when 
people form groups, and before common norms or role expectations have taken shape among 
group members, advantages to be gained from entering into exchange relations define the 
development of a network of social relationships and group structure. Eventually, group 
norms (including the norm of reciprocity) were developed to regulate and limit the exchange 
transactions. 
Organ (1990) noted that employees would be more willing to exhibit OCB if they 
were in a condition of social exchange with the organization. Moorman, Niehoff, and Organ 
(1993) tested for existence of social exchange between employees' perceptions of job 
fairness and OCB. Questionnaires were distributed to 230 managers and 1,500 employees of 
a cable television company. Results showed that employees' perceptions of job fairness were 
related positively to OCB dimensions of courtesy, conscientiousness, and sportsmanship. 
Using social exchange theory and the norm of reciprocity, Deckop, Cirka, and 
Andersson (2003) hypothesized that a significant cause of an employee's helping behavior is 
how much OCB the employee has received from co-workers. Two sets of questionnaires 
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were sent to 1,162 alumni from a small liberal arts college in the northeast United States 
(U.S.). Alumni were asked to fill out one questionnaire, and the other was to be given to 
his/her immediate supervisor. Completed questionnaires were received from 177 (response 
rate of 15%) employees and 157 (response rate of 12%) supervisors. The authors concluded 
that OCB received was related to helping behavior after controlling for several antecedents of 
helping behavior identified in past research. 
Equity Theory 
Adams (1965) proposed that individuals were motivated by the perception of inequity 
(measured in terms of input and outcome ratios) in comparison to a referent individual. 
Inputs include characteristics such as age, education, ability, and social status that an 
individual brings into the social exchange process, while outcomes are rewards received as a 
result of the exchange process. Efforts are made to restore equity, if an individual's 
outcome/input ratio is less than that of the referent individual. The individual who perceives 
lower equity compared to the referent individual could choose to seek higher outcomes 
relative to his/her inputs. The individual could also reduce inputs in an attempt to restore 
equity by not performing prescribed tasks. Adams (1965) cautions that employees will 
attempt to restore equity even when outcomes are in excess of inputs. 
Huseman, Hatfield, and Miles (1985) introduced the "equity sensitivity" construct as 
an extension to Adam's (1965) equity theory. The authors hypothesized and concluded that 
there were three levels of perceived equity sensitiveness: (a) equity sensitives - those who 
follow the equity model proposed by Adams (1965); (b) benevolents - those who sense 
equity only when inputs exceed outcomes; and (c) entitleds - those who sense equity only 
when outcomes exceed inputs. 
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Linking OCB to equity theory, Organ (1988) suggested that employees will be unable 
or unwilling to reduce inputs that are part of the employment contract. Employees may 
respond by reducing extra-role behaviors such as OCB, when feelings of inequity arise 
(inputs exceed outcomes). Other studies (Organ & Konovsky, 1989; Podsakoff & 
MacKenzie, 1994) found that feelings of equity and procedural justice lead to a willingness 
to engage in OCB. 
Social Learning Theory 
Bandura (1977) stated, "Learning would be exceedingly laborious, not to mention 
hazardous, if people had to rely solely on the effects of their own actions to inform them 
what to do. Fortunately, most human behavior is learned observationally through modeling: 
from observing others, one forms an idea of how new behaviors are performed, and on later 
occasions, this coded information serves as a guide for action" (p. 22). Bandura (1969, 1977) 
identified three distinguishing factors of social learning theory (SLT). They were: (a) role of 
vicarious processes (i.e., modeling); (b) effects of covert cognitive processes, and (c) effects 
of self-control processes. 
Vicarious learning involves observing a model of the desired behavior and forming 
an ideal about how response components must be combined and sequenced to produce a new 
behavior (Manz & Sims, 1981). Mahoney (1977) stated that the same physical environment 
can take on different meanings for individuals in the environment. Each person responds to 
the environment and the cognitive representation of the environment. Hence, SLT considers 
behavioral and cognitive processes in the environment. Several SLT researchers (e.g. 
Bandura 1968, Kanfer & Karoly, 1972) revealed that any given action has an external 
environment consequence and an internal self-evaluative consequence. Individuals modify 
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their behavior when self-created standards are not met. Self-evaluative reactions form the 
base for self-control processes Davis & Luthans, 1980). 
SLT has served as the theoretical foundation for the technique of behavior modeling 
that is widely used in training programs. Bandura (1977) identified four component 
processes of observational learning. They were: (a) attention: modeled events and observer 
characteristics; (2) retention: symbolic coding, cognitive organization, symbolic rehearsal, 
and motor rehearsal; (3) motor reproduction: physical capabilities, self-observation of 
reproduction, and accuracy of feedback, and (4) motivation: external, and vicarious and self 
reinforcement. 
Manz and Sims (1981) identified several factors of the model's behavior that could 
influence the probability that the observer will imitate the model's behavior. First, modeling-
based training programs would be more effective if the models presented are of high status 
and competent. Another factor affecting the probability is whether or not the model meets 
with success or failure. This could strengthen the self-efficacy perception of the observer. A 
third factor; task performance characteristics such as offering detailed steps, exhibiting 
degree of mastery, overcoming threatening tasks, and being creative; also could influence 
performance of modeled behavior. In addition, perceived similarity of the observer to the 
model (Goldstein & Sorcher, 1974) has influenced imitation in some circumstances. 
Social Information Processing Theory 
Social information processing theory (SIP) is based on the assumption that people 
form work attitudes and behaviors as a result of information available in the social 
environment as opposed to individual predilections (Salancik & Pfeffer, 1978). Proponents 
of SIP stress that individuals are adaptive organisms who change their behaviors, beliefs, and 
attitudes based on the social context and situation. Hence, individual behaviors could be best 
understood by studying the environment in which the behavior occurs. Co-workers and 
supervisors are also part of the environment in which employees' behaviors occur. As a 
result; advice, opinions, and information shared by co-workers and supervisors could alter 
employee attitudes and behaviors. 
Testing SLT and SIP empirically, Bommer, Miles, and Grover (2003) hypothesized 
that the level of OCB exhibited by an individual within a group will be related positively to 
the average OCB displayed by co-workers. They hypothesized that the individual 
employee's OCB towards co-workers will be moderated by the consistency of OCB received. 
The authors collected data from 626 employees across six plants of an American textile 
manufacturing company. Results indicated that the more an employee's co-workers engaged 
in OCB, the more OCB the employee put forth. The consistency of OCB exhibited by the 
group members moderated an employee's OCB level. 
Robinson and O'Leary-Kelly (1998) studied negative consequences of SLT and SIP. 
Their goal was to examine how individuals' antisocial behaviors at work were shaped by 
antisocial behaviors of their co-workers. Data were collected from 187 employees from 35 
groups in 20 organizations. Respondents represented a variety of occupations including real 
estate agents, accountants, sales personnel, business consultants and paralegals. Findings 
showed a positive relationship between levels of antisocial behavior exhibited by an 
individual and that exhibited by his or her co-workers. 
Leader-Member Exchange Theory 
Leader-member exchange (LMX) theory uses a transactional framework for 
leadership where supervisors treat individual subordinates differently (Duchon, Green, & 
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Taber, 1986). The quality of exchanges ranges from low to high. Lower-quality exchanges 
are typified by the exercise of formal organizational authority (Graen & Cashman, 1975). In 
contrast, higher-quality exchanges are characterized by friendly working relationships 
illustrated by mutual trust and support (Liden & Graen, 1980), interpersonal attraction 
(Dansereau, Graen, & Haga, 1975), and loyalty and bidirectional influence (Dienesch & 
Liden, 1986). 
Deluga (1994) hypothesized that the quality of subordinate assessed LMX 
relationships will be related positively to subordinate OCB dimensions of altruism, courtesy, 
conscientiousness, sportsmanship, and civic virtue. Study participants included 123 
employed continuing education students attending evening classes at a college located in the 
northeastern U.S. A survey instrument was used to assess subordinate perceptions of 
supervisor trust building behavior and quality of LMX. Supervisors (n = 86) of the 
continuing education students were asked to complete several instruments that measured the 
subordinate's OCB, in-role behavior, and the quality of LMX. Findings showed that the 
quality of LMX explained variance in courtesy, conscientiousness, altruism and 
sportsmanship dimensions of OCB significantly beyond that accounted for by in-role 
performance. 
Traditional and Super Leadership 
Schnake, Dumler, and Cochran (1993) studied the relationship between five 
dimensions of OCB and two sets of predictor variables, traditional and super leadership. 
Traditional leaders emphasize the control of supervisors over employees. Super leaders, on 
the other hand, encourage self-leadership behaviors including self-observation and 
evaluation, self-goal-setting, self-reinforcement, self-reward and punishment, rehearsal, 
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cueing, and self-expectation. The sample included 176 semi-skilled employees of a 
manufacturing firm located in the southwest U.S. Contrary to expectations, findings showed 
that super leadership did not contribute incremental explained variance on any OCB 
dimension beyond the effects of traditional leadership. 
Transformational and Transactional Leadership 
Transformational leadership factors are charisma, intellectual stimulation, and 
individualized attention (Bass, 1985; Bass, Waldman, Avolio, & Bebb, 1987; Burns, 1978). 
Followers of transformational leaders place a great deal of trust on values represented by the 
leader. Transformational leaders also attempt to pay attention to every subordinate by 
understanding the subordinate's developmental needs and concerns. Such leaders do not stop 
at meeting the subordinate's current needs; they also help stimulate those needs to help the 
subordinate develop further. Another distinguishing character of transformational leaders is 
that they help subordinates think about old problems in new ways. Over time, subordinates 
of transformational leaders develop skills to question their own ideas and values and foresee 
and solve future problems that even the leader may not have anticipated. In contrast, the 
transactional leader rewards subordinates who meet agreed-upon performance standards. 
Such leaders emphasize clarification of goals, assignments, and work standards. They 
practice "management-by-exception" and avoid corrective action as along as predetermined 
standards are met (Burns, 1978). 
Few past studies have studied the effect of transformational leadership on the 
exhibition of OCB. For instance, Felfe and Schyns (2004) hypothesized that the perceived 
similarity between supervisors and their managers with respect to transformational leadership 
was "positively related to positive outcomes, and negatively related to negative outcomes." 
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The sample consisted of 213 administrative officers employed in two public organizations 
(finance administration and city council administration). These employees were responsible 
for leading subordinates, while simultaneously being led by higher level managers. Contrary 
to hypothesis, the authors concluded that supervisors who experienced dissimilarity from 
their managers showed higher OCB. The authors explained this finding as supervisors rating 
themselves to be better role models for their subordinates when they compared themselves to 
their managers. Hence, supervisors exhibit more OCB to substitute for the lack of OCB by 
their managers. 
In another study, Podsakoff, MacKenzie, and Bommer (1996) measured the effects of 
transformational leadership and substitutes for leadership on 11 criterion variables; general 
satisfaction, organizational commitment, trust, role clarity, role conflict, and the five OCB 
dimensions; altruism, conscientiousness, sportsmanship, civic virtue, and courtesy. They 
measured transformational leadership using the six-dimension model developed by 
Podsakoff, MacKenzie, Moorman, and Fetter (1990). These dimensions include articulating 
a vision, providing an appropriate model, fostering the acceptance of group goals, high 
performance expectations, providing individualized support, and intellectual stimulation. 
Questionnaires used to gather information on transformation leadership and other measures 
were completed by 1,539 employees and 1,200 of their managers representing a variety of 
industries. Results showed that transformational leadership had unique effects on all 
measured criterion variables. For instance, individualized support was found to be related 
positively to employee's satisfaction, trust in their leaders, role clarity, in-role performance, 
altruism, conscientiousness, sportsmanship, courtesy, and civic virtue; and negatively related 
to employee's perceptions of role conflict. 
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MacKenzie, Podsakoff, and Rich (2001) examined the impact of transformational and 
transactional leader behaviors on sales performance and OCB of salespeople. The authors 
stated there was little research related to supplementing effects of transformational leadership 
behavior on extra-role behavior even though transformational leaders are believed to cause 
followers to perform "beyond expectations." They collected data from 477 sales agents who 
worked for a large insurance company. It was found that transformational leadership 
influences salespeople to perform "above and beyond the call of duty," and transformational 
leader behaviors had stronger direct and indirect relationships with sales performance and 
organizational citizenship behavior than transactional leader behaviors. 
An extensive literature review revealed only one study related to transformational 
leadership in the hospitality industry. Tracey and Hinkin (1994) examined effects of 
transformational leadership on several outcome variables including follower's perceptions of 
mission clarity, role clarity, effective and open communication, and satisfaction with the 
leader. The principal partners of a hotel management firm and 45 corporate staff members 
who worked in the same offices as the partners were asked to rate the effectiveness of 
transformational leadership behavior of each partner. Overall findings showed that top 
executives who exhibit transformational leadership behavior were viewed as the most 
effective. These leaders demonstrated a clear sense of direction without losing sight of their 
followers' needs. They displayed strong values and ethics and set high performance 
standards. The authors concluded that in today's dynamic and complex environment, a 
transformational leader needs to possess the wisdom to guide the organization by fostering an 
environment of growth and development. 
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Antecedents and Consequences of Organizational Citizenship Behavior 
Antecedents of Organizational Citizenship Behavior 
Past empirical research has focused on four major categories of antecedents including 
employee characteristics, task characteristics, organizational characteristics, and leadership 
behaviors. Leadership behaviors were discussed in the previous section. The meta-analysis 
of Podsakoff et al. (2000) revealed that employee characteristics such as satisfaction, 
organizational commitment, and perceptions of fairness were related significantly to 
exhibition of OCB. Employee characteristics also have been the most researched 
antecedents. 
Task characteristics (task feedback, task routinization, and intrinsically-satisfying 
tasks) were related significantly to exhibition of OCB (Podsakoff & MacKenzie, 1995; 
Podsakoff et al. 1996). Task routinization was related negatively, while task feedback and 
intrinsically satisfying tasks were related positively to exhibition of OCB. Perceived 
organizational support was the only organizational characteristic that was related 
significantly to the altruism dimension of OCB. 
Consequences of Organizational Citizenship Behavior 
Research on consequences of OCB has focused on two key issues, namely: (a) effects 
of OCB on managerial evaluations of performance and judgments such as pay raises and 
promotions, and (b) effects of OCB on organizational performance and success (Podsakoff et 
al. 2000). In a meta-analysis, the authors found that OCB uniquely accounted for 42.9% of 
variance in performance evaluations. With respect to individual OCB dimensions, all 
dimensions with the exception of courtesy significantly impacted performance evaluations. 
Allen and Rush (1998) pointed out that an associated benefit of employee performance of 
18 
OCB was enhancing a managers' liking for a subordinate. They concluded that both in-role 
performance and OCB were related significantly to reward recommendations made by 
managers. 
Theoretically, OCB can contribute to organizational success by freeing up 
management resources so they may be used for more productive purposes; reducing 
employee turnover, optimizing organizational performance, and reducing the need to devote 
resources to routine functions (Organ, 1988; Podsakoff & MacKenzie, 1994). Karambayya"s 
study (as cited in Podsakoff et al., 2000) was the first researcher to test the relationship 
between OCB and organizational performance. She found in her study involving employees 
from 12 different organizations that employees in high-performing work units exhibited more 
OCB than employees in low-performing work units. 
Castro, Armario, and Ruiz (2004) tested their model that related OCB to outcomes 
such as customer loyalty and company profitability with employees in Spain's banking 
industry. The authors concluded that the relationship between OCB and customer loyalty 
was significant, but the relationship between OCB and company profitability was not. 
Several other researchers (e.g., Podsakoff & MacKenzie, 1994; Podsakoff, Ahearne, 
& MacKenzie, 1997) have tested the relationship of performance to OCB in various 
organizational settings including fast-food restaurants, paper mills, and insurance companies. 
A meta-analysis of previous studies (Podsakoff et al., 2000) found that overall, OCB is 
related to performance. There was stronger evidence for some dimensions of OCB such as 
altruism being related significantly to performance than for other dimensions such as 
sportsmanship and civic virtue. 
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Organizational Citizenship Behavior in Hospitality 
Fewer than 10 articles studying OCB in the context of the hospitality industry have 
been published. This is in spite of the fact that OCB has been related to outcomes such as 
improved customer perceptions of service quality and effective service delivery (Bienstock, 
DeMoranville, & Smith, 2003; Yoon & Suh, 2003). 
In a study involving travel agents and customers representing the three largest 
metropolitan cities in Korea, Yoon and Suh (2003) examined the relationships of travel 
agency employees' OCB with job satisfaction, trust in manager, and customer's perceived 
service quality. Results showed that contact employees' job satisfaction and trust in manager 
were related significantly to OCB and that their active engagement in OCB had a positive 
relationship with customers' perceptions of service quality. In another study involving the 
travel and resort industry, Lester and Brower (2003) investigated the influence of 
subordinates' perceptions of their leaders' trust in them on OCB. Results demonstrated a 
positive relationship between felt trustworthiness and OCB. 
Most past studies focusing on OCB in the hospitality industry have been done in the 
restaurant segment. For instance, Stamper and Van Dyne (2003) collected data from 257 
employees and their managers in six restaurants (two large-chain restaurants, one large-
destination resort, and three small family-owned restaurants) to determine if there were 
differences between part- and full-time employees with respect to exhibition of OCB. 
Results showed that part-time employees demonstrated less helping behavior (altruism) than 
their full-time counterparts. The authors also found that employees exhibited more helping 
behavior when the restaurant culture was less bureaucratic. Management style and culture at 
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local- and family-owned restaurants were usually more personal and less bureaucratic than at 
large-chain restaurants. 
In a longitudinal study involving restaurant managers, employees, and customers; 
Koys (2001) hypothesized that employee satisfaction, organizational citizenship behavior, 
and employee turnover influence profitability and customer satisfaction. Results showed that 
unit-level employee satisfaction, organizational citizenship behavior, and turnover during the 
first year predicted the second year's unit-level profitability. However, only OCB had a 
significant beta weight. 
Turnover and Organizational Citizenship Behavior 
Employee turnover was highest in the leisure and hospitality industry (46.4%) for the 
12 months ending August 2004 (Employment Policy Foundation, 2004). During the same 
period, the private-sector average was 25.1%. Focusing on the university context, most 
college and university foodservice operators depend on student employees to supplement 
permanent staff. However, high turnover and absenteeism have been identified as problems 
associated with employing students (Bartlett, Probber, & Scerbo, 1999). 
The possible relationship between turnover and behavioral antecedents has received 
sparse attention in literature (Chen, Hui, & Sego, 1998). The authors proposed that strong 
relationships could be found between discretionary behaviors, such as OCB and turnover 
because such behaviors are not part of the employee's formal organizational role. They 
collected data from 205 supervisor-subordinate dyads representing 11 companies in People's 
Republic of China. Each of 11 companies was contacted to identify workers who had left the 
organization, 3 and 10 months after the survey. The authors concluded that OCB was a valid 
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predictor of actual employee turnover. Chen et al. (1998) did not distinguish between OCBO 
and OCBI when studying the relationship between exhibition of OCB and actual turnover. 
Employee Empowerment 
Empowerment has been described as a venue to enable employees make decisions 
(Bowen & Lawler, 1992) and as a personal experience where individuals take responsibility 
for their own actions (Pastor, 1996). The first definition puts the onus on management, and 
the second emphasizes the importance of the individual for successful application of 
empowerment. Whereas, earlier research focused on empowerment as a set of management 
practices to delegate authority (discretionary empowerment) (Blau & Alba, 1982), recent 
research has been centered on psychological empowerment, focusing on employee 
experience (Corsun & Enz, 1999). 
Thomas and Velthouse (1990) defined psychological empowerment as inherent 
motivation evident in four cognitions (meaning, competence, self-determination, and impact) 
reflecting an employee's orientation to his or her work role. Meaning is described as a fit 
between requirements of the work role and one's beliefs, values and behaviors (Brief & Nord, 
1990). Competence is the belief in one's capabilities to perform tasks (Gist & Mitchell, 
1992). Self-determination reflects autonomy over work behaviors (Bell & S taw, 1989). 
Finally, impact is the extent to which an individual can influence strategic, administrative, 
and operating outcomes at work (Ashforth, 1989). 
Although most researchers distinguished among empowerment types based on level 
of discretion and autonomy (Kelly, 2003; Quinn & Spreitzer, 1997), Young, Corsun, and 
Shinnar (2004) distinguished among service-recovery empowerment (SRE), customer-
service empowerment (CSE), and problem-solving empowerment (PSE). SRE is triggered 
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only when a service failure occurs. CSE, on the other hand, enables providing service to 
customers on a proactive rather than a reactive basis. PSE enables employees to solve 
organizational problems in addition to solving customer problems and providing proactive 
customer service. 
Focusing on service context, Bowen and Lawler (1992) identified three approaches to 
empowering employees: suggestion involvement, job involvement, and high involvement. 
With suggestion involvement, employees are encouraged to contribute ideas through formal 
suggestion methods. However, management typically retains the power to decide whether or 
not to implement the suggestions. Job involvement entails giving individuals and groups' 
discretion over various aspects of their jobs and how they organize their work. This 
discretion could lead to workgroups becoming semi-autonomous or self-managing teams. 
Finally, high-involvement organizations give even their lowest-level employees a sense of 
involvement in the total organization's performance. 
Kelley (1993) distinguished among three types of discretion: routine, creative, and 
deviant, available during the service-delivery process. Routine discretion is implemented 
when employees select an alternative from a list of possible actions to do their jobs. Creative 
discretion is present when employees develop alternate methods of performing a task. 
Deviant discretion, which is not preferred by organizations, involves behaviors outside the 
scope of an employee's formal job description and authority. 
Advantages of Empowerment 
Benefits from empowering employees can be divided into two categories, improving 
motivation and productivity of employees and improving customer service (Rafiq & Ahmed, 
1998). Numerous studies have shown that empowerment increases job satisfaction and 
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reduces role stress (Zeithaml, Berry, & Parasuraman, 1988). Singh (1996) found that 
customer-contact employees experienced less role ambiguity when their discretionary powers 
increased. Empowerment led to quicker resolution of customer problems because employees 
did not have to waste time referring customer complaints to managers (Rafiq & Ahmed, 
1998). The authors stated that empowerment was highly crucial in situations where customer 
needs are highly variable, in order to enable employees to customize service delivery. 
Empowerment also increased the scope and opportunity for customization of service 
products in comparison to manufactured products. As discussed earlier, service recovery is 
another area where empowerment plays a vital role. If service failures are not rectified 
quickly and satisfactorily, customers may lose faith in the overall reliability of the service 
(Rafiq & Ahmed, 1998). Schlessinger and Heskett (1991) identified empowerment as key to 
service recovery. 
Costs of Empowerment 
Lashley (1996) stated that the success of empowerment depended on employees' 
interpretation of empowerment. If employees interpreted the term as added responsibility 
and increased work load, desired benefits will not be achieved. He stated that empowerment 
should be a choice as opposed to a requirement. Willingness to accept and exercise 
discretionary power allowed by management and the desire to satisfy customer needs and 
wants are two conditions necessary for successful implementation of empowerment (Hui, 
Au, & Fock, 2004). 
Empowerment could cause serious problems if boundaries are not set and 
organizational learning is not ensured (Bowen & Lawler, 1995). For instance, Bo wen and 
Lawler (1992) stated that empowerment can slow down the service-delivery process and 
reduce overall productivity when an empowered employee attempts to individualize the 
service for customers. Also, if boundaries are not set when rectifying service failures, 
employees could give too much away. Rafiq and Ahmed (1998) stated that increased 
responsibilities and improved skills required from empowered employees could result in such 
employees demanding to be compensated better, thus increasing labor costs. Empowered 
employees also experience increased frustration and role conflict due to added 
responsibilities (Hartline & Ferrell, 1996). The authors came to this conclusion after 
surveying 743 hotel employees representing 279 hotels in the U.S. 
Empowerment and Power Distance 
Power distance was one of four dimensions of national culture identified by Hofstede 
(1980). Power distance is the degree to which a culture accepts inequities between various 
groups within a culture, such as social classes and organizational hierarchy. Individuals in 
high-power distance society have allowed inequalities of power and wealth to grow. In 
contrast, individuals in low-power distance societies deemphasize the differences between a 
citizen's power and wealth. The U.S. and Britain are identified as low-power distance 
cultures; while India, Russia, and France are examples of high-power distance cultures 
(Hofstede, 1980). 
Eylon and Au (1999) explored empowerment along the power-distance dimension. 
MBA students (n = 135) participated in a management simulation. Participants were divided 
into high-and low-power distance groups based on language and country of origin and then 
randomly assigned to one of three treatment conditions. Findings showed that participants 
from both high- and low-power distance societies were more satisfied with their jobs in an 
empowered condition and less satisfied in a disempowered condition. Individuals from high-
power distance cultures performed significantly better in the disempowered situation, with 
respect to productivity. The empowerment process did not have any impact on performance 
for individuals from low-power distance societies. Robert, Probst, Martocchio, Drasgow, 
and Lawler (2000) made similar conclusions after examining effects of empowerment on job 
satisfaction in the U.S., India, Mexico, and Poland. They stated that lack of agreement 
between the practice of empowerment and cultural values may diminish the positive effect of 
discretion and autonomy on job satisfaction in high-power distance nations where 
subordinates are accustomed to taking orders from their supervisors 
Fusilier and Durlabhji (2001) explored cultural values that Indian mangers applied to 
their business activities. They conducted unstructured interviews with 20 Indian managers to 
allow them to explain their values and behaviors in their own words. The researchers also 
used qualitative methodology to avoid placing a "Western template" on interpretation of 
responses. The authors concluded that respondents welcomed ideas such as active listening 
and employee empowerment, in spite of the fact that India has been classified in the past as 
having a high-power distance culture. 
Empirical evidence pertaining to variation in empowerment effects between high-
power distance and low-power distance cultures is ambiguous (Hui et al., 2004). The authors 
conducted three different studies to examine cross-cultural variations in empowerment 
effects. In the first study, the authors used power distance as a society-level variable, and job 
autonomy and job satisfaction as individual-level variables. Adults aged between 18 and 42 
years (n = 57,561) representing 42 nations were interviewed by professional survey 
organizations between 1990 and 1993. Results indicated that the higher the power distance, 
the lower the job satisfaction of employees from that nation. Although the first study made 
society-level conclusions, the second study involved individual-level data. The second study 
involved a cross-section of front-line, up-scale hotel workers from Canada and the People's 
Republic of China (PRC). The power-distance values of respondents for these two countries 
vary significantly (Hofstede, 1980). Although society-level data indicated a negative 
relationship between power distance and job satisfaction, findings from the second study 
showed a significant positive relationship between these two variables. In the third study, 
hotel management students from Canada and PRC were asked to play the role of a frontline 
employee in a scenario experiment. Results were consistent with the first two studies in that 
power distance moderated significantly the effect of empowerment on job satisfaction. 
Customers' cultural backgrounds also could affect success of empowerment. Huang, 
Huang, and Wu (1996) studied the relationship between national character (Hofstede, 1980) 
and specific guest responses to unsatisfactory hotel service. According to Clark (1990), 
national character represents personality characteristics found in particular nation states. 
Respondents were American and Japanese guests staying in relatively high-priced hotels in 
Taiwan. They indicated the frequency with which they engaged in various types of 
complaint behavior when dissatisfied with a purchase. They then were asked to indicate the 
likelihood of engaging in complaint behavior for 11 scenarios presented to them. Results 
revealed that American guests were more likely to stop patronizing the hotel and complain to 
management when compared to Japanese guests. Specifically, American customers preferred 
to discuss their problems with higher-level management than front-line employees. 
Empowerment Literature in Hospitality 
Empowerment research in hospitality and tourism is very limited (Erstad, 1997). 
Managerial interest in employee empowerment in the hospitality industry has been associated 
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with gaining competitive advantage through improvements in service quality (Hubrecht & 
Teare, 1993). Fulford and Enz (1995) suggested that different subject groups in the service 
industry should be studied to learn more about the concept and practice of empowerment. 
Brymer (1991) stated that the best way to ensure customer satisfaction was to 
empower front-line employees to handle guests' problems immediately instead of referring 
them to management. He indicated that to implement employee empowerment successfully, 
management has to have a strong commitment for the empowerment philosophy, agree on 
desired outcomes of the program, and establish goals and target dates. He also stated that 
managers have to choose between structured empowerment and flexible empowerment. 
Structured empowerment enables employees to make decisions within specific and detailed 
limits. Flexible empowerment gives front-line employees more latitude in making decisions 
that directly affect guest service and satisfaction. 
Lashley (1995) established an empowerment framework based on managerial 
meanings of empowerment. The framework helps identify contexts and circumstances in 
which specific empowerment strategies could be used. The empowerment types based on 
managerial meanings are: (1) empowerment through participation (delegating decision­
making to employees); (2) empowerment through involvement (empowering employees to 
provide feedback, share information, and make suggestions); (3) empowerment through 
commitment (encouraging employees to take on more responsibility to improve their own 
performance and ultimately benefit the organization); and (4) empowerment through 
delayering (reducing tiers of management in organizational structures). 
Hancer and George (2003) determined the level of empowerment felt by non-
supervisory employees on various dimensions of psychological empowerment. 
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Questionnaires were distributed to 2,000 non-supervisory employees of three full-service 
restaurant chains in the Midwest. Results showed respondents believed they had the 
competence, skills, and abilities to do their jobs proficiently. They indicated the job had 
meaning for them. Furthermore, respondents believed their work was important and they 
wanted to have more influence in the organization. Corsun and Enz (1999) studied 
psychological empowerment practices in the club context. Data was collected from 292 
employees in 21 private clubs. Results showed that supportive peer and customer 
relationships accounted for significant increases in employee empowerment perceptions. 
Applying employee empowerment to the theme park industry, Hickman and Mayer 
(2003) discussed the implementation of employee empowerment in the Florida Theme Park 
(FTP) located in central Florida. FTP managers appointed hourly employees to lead 
personnel position. Employees in these positions helped run a single operation and were held 
accountable for keeping other employees in the operation motivated and productive. As 
another strategy, managers developed service-measurement teams. Members of these teams 
had to measure specific service issues (e.g., adequacy of signage) that might affect a guest's 
experience negatively. Strategies used helped FTP attract and retain its workforce. 
Empowerment and Employee Turnover 
According to the Employment Policy Foundation's (2004) Fact Sheet, voluntary 
turnover for the 12 months ending August 2004 was 43.9% for the leisure and hospitality 
sector compared to the national average of 22.5%. According to the same source, turnover 
costs in the hospitality and leisure sector was $6,495 per employee. Simons and Hinkin 
(2001) stated, in the lodging context, that despite the disruption and cost of turnover, many 
managers still viewed employees (especially hourly employees) as replaceable commodities. 
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The authors collected data from employees representing 105 hotels and found that for front-
desk associates, the cost of individual turnover was approximately 30% of annual salary. 
Other consequences of turnover, according to the same study, included loss of productivity 
and reduced hotel profits. 
Management Strategies and Turnover 
Arthur (1994) distinguished between two management strategies, one emphasizing 
control and the other emphasizing commitment. The control strategy is an attempt to reduce 
labor costs or improve efficiency by enforcing employee compliance with specified rules and 
procedures. In contrast, the commitment strategy emphasizes employee involvement in 
managerial decision making and training in group problem solving. Testing the effects of the 
two management strategies on turnover and productivity in the manufacturing context, the 
author concluded that the strategy emphasizing commitment was associated significantly 
with increased employee efficiency, lower scrap rates, and lower turnover. Shenberger 
(1995) suggested that a "skill-based" pay system could reduce employee turnover. Such a 
system should empower employees with a broad set of skills and capabilities that enrich their 
experiences of work. Some benefits of a skill-based pay system could include: (1) greater job 
satisfaction, (2) people willing to take on and perform a broader range of tasks, and (3) lower 
absence and turnover. 
Empowerment and Turnover in Hospitality 
Few articles were found that studied the relationship between empowerment and 
turnover in hospitality. Hogan (1992) interviewed human resources managers of several 
lodging properties; The Opryland Hotel, La Quinta Motor Inns, Interstate Hotels, Sterchi 
Hotels, and Forte Hotels; to understand the relationship between different management styles 
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and employee turnover. He stated that the notion of empowering employees was identified 
by every manager as a successful retention tool. 
Sparrowe (1994) gathered data from 182 employees representing 33 hospitality 
organizations to test whether or not empowerment was associated with positive employee 
outcomes. Results showed that investments in efforts to foster psychological empowerment 
increased employee satisfaction and reduced intent to turnover. After interviewing hotel 
managers and hospitality consultants, Antolik (1993) stated that hoteliers attempted to 
minimize turnover via empowerment. The author stressed the importance of ensuring 
employees clearly understood their job functions by implementing a systematic job 
evaluation program that provided feedback. 
In the restaurant segment within the hospitality industry, TGI Friday's human 
resources practices were found to reduce employee turnover and enhance business growth 
(Ingram & Jones, 1998). The quality service manager of each facility identified and 
empowered key senior shift leaders to train, create shift schedules, and organize social events 
among other duties. This strategy reduced employee turnover. 
Milman (2002) studied hourly employee retention in the attraction segment of the 
hospitality industry. The study involved 172 hourly employees representing 13 small- and 
medium-sized facilities in Orlando. Findings showed that self-fulfillment and working 
conditions predicted retention significantly better than monetary rewards. More specifically, 
employees who had a sense of fulfillment with their jobs exhibited low-preference levels for 
moving to another employer. Also, those who were given clear job responsibilities and had 
consistent working hours were more likely to remain with their current employers. 
Rationale for the Current Study 
Student employees at University Dining Services (UDS) may exhibit OCB because 
they wish to impress their supervisors. If supervisors form favorable impressions about 
certain student employees, the result could be a promotion with raise is base salary for such 
employees. Supervisors also may serve as references during students' job search processes. 
This could be another motivation for student employees to exhibit OCB. 
From anecdotal data, jobs held by students while pursuing their degrees often times 
serve as a springboard for obtaining full-time positions upon graduation. Hence, work 
behaviors students form while employed in UDS may extend to jobs after graduation. This 
makes it essential to study formation of OCB in student employees. 
All past studies measured self-ratings or supervisor ratings of OCB. No studies were 
found that measured an employee-rated OCB for a supervisor. A literature search did not 
reveal any articles that investigated the relationship between transformational leadership and 
OCB in hospitality. Studies related to transformational leadership and OCB found in 
management literature also did not distinguish between OCBO and OCBI. Addressing 
consequences of OCB, the present study was designed to investigate possible differences in 
turnover intentions when part-time employees exhibit OCBO as opposed to OCBI and vice 
versa. The influence of OCBO on turnover and OCBI on turnover were studied separately 
because the relationship between OCBO and turnover may not be extendable to OCBI and 
turnover. 
Very few studies have tested the relationship between empowerment and turnover 
intentions empirically in the hospitality industry. No studies were found that tested the 
impact of empowerment on job satisfaction and turnover intentions in part-time student 
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employees in the UDS context. In the past, power-distance has been used as a distinguishing 
characteristic of a country's culture. However, it is not known if power distance perceptions 
vary from one ethnicity to another within the same country. Because of the increasing 
representation of ethnic minorities (Lum, 2003; Moore, 2002) and international students 
(Ginsberg & Ochoa, 2003) in university student population, it is essential to determine the 
moderating role played by the cultural value of power distance on the effect of empowerment 
on job satisfaction. Since the academic year 1982-1983, the number of international students 
has increased by 74% (Institute of International Education, 2003). It is also not known if 
perceptions of power distances will change for students who originally come from high-
power distance societies as a result of working in a society with traditionally low-power 
distance i.e., U.S. 
Conceptual Frameworks and Research Propositions 
Following is a discussion of the two conceptual frameworks used in this study. 
Research propositions guiding this study also are stated. 
Conceptual Frameworks 
This study proposes two conceptual frameworks (Figures 1 & 2) to understand 
exhibition of OCBI and OCBO, empowerment perceptions, and turnover intentions of 
students employed in UDS. The first part of the first conceptual framework (Figure 1) tests 
the influence that managers and co-workers have on the exhibition of OCBI in student 
employees. The second part of the first conceptual framework (Figure 1) investigates the 
influence of selected transformational leadership behaviors of managers on the exhibition of 
OCBO by student employees. The relationship between OCBI, OCBO, and student 
employee intent to turnover also is incorporated in the first framework. 
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Figure 1. Conceptual framework showing influence of supervisor and co-worker 
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The second research framework (Figure 2) incorporates the influence of 
empowerment perceptions of student employees on intent to turnover. The moderating effect 
that job satisfaction has on the relationship between empowerment perceptions and turnover 
intentions are tested. In addition, the moderating role of power distance perceptions between 
empowerment perceptions and job satisfaction is incorporated into the framework. 
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Figure 2. Conceptual framework showing the influence of employee empowerment 
perceptions on student employee intent to turnover mediated by power distance and 
job satisfaction 
Student employee 





The purposes of this research were to investigate the following propositions: 
1. Based on social exchange theory and the norm of reciprocity, a positive relationship 
exists between student employees' perceptions of manager's OCBI towards students and 
student employees' perceptions of self-exhibition of OCBI towards managers. 
2. Based on social exchange theory and the norm of reciprocity, a positive relationship 
exists between student employees' perceptions of co-workers' OCBI towards students and 
student employees' perceptions of self-exhibition of OCBI towards co-workers. 
3. Based on social learning theory, a positive relationship exists between student 
employees' perceptions of manager's exhibition of transformational leadership behaviors 
(providing an appropriate model, fostering the acceptance of group goals, and high 
performance expectations) and student employees' perceptions of self-exhibition of OCBO. 
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4. A negative relationship exists between exhibition of OCBI and intent to turnover for 
student employees. 
5. A negative relationship exists between exhibition of OCBO and intent to turnover for 
student employees. 
6. A negative relationship exists between student employees' perceptions of 
discretionary empowerment and intent to turnover. 
7. Power distance mediates the relationship between student employees' perceptions of 
discretionary empowerment and job satisfaction. 
Summary 
This chapter reviewed theories surrounding OCB research and studies related to 
OCB, employee empowerment, and turnover in the hospitality industry. The OCB 
framework used two broad categories of OCB based on target of reception. OCBO refers to 
behaviors that directly benefit the organization and OCBI refers to behaviors that 
immediately benefit specific individuals while indirectly contributing to the organization. 
This chapter also discussed research frameworks and propositions for the current study. 
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CHAPTER HI. RESEARCH METHODOLOGY 
Organizational Citizenship Behavior (OCB) research in hospitality began in 1999, 
and all researchers adopted the survey methodology. With respect to studying employee 
empowerment and its consequences in the hospitality industry, past studies provide anecdotal 
observations (Antolik, 1993; Hogan, 1992). Some hospitality researchers (Brymer, 1991; 
Lashley, 1995) developed theoretical models for studying various dimensions and types of 
empowerment. However, these models have not been tested empirically. Research-based 
empirical studies measuring OCB and empowerment are scarce in the hospitality industry 
and non-existent in the context of University Dining Services (UDS). 
The research methodology chapter discusses use of human subjects in research, 
sample selection, instrument design, pilot study, data collection, and data analysis. Details 
regarding constructs measured and use of web surveys also will be discussed. 
Use of Human Subjects in Research 
Researchers involved with this study have completed human subjects training and are 
certified by Iowa State University (ISU). The ISU Committee on the Use of Human Subjects 
in Research reviewed and approved the proposal for this study (Appendix C). The 
committee ruled that the rights and welfare of human subjects were adequately protected, no 
risks or discomforts to the participants were anticipated, and cover letters to subjects clearly 
stated the purposes of the research and guaranteed confidentiality of responses. 
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Sample Selection 
This study focuses on perceptions of students employed in the UDS of a four-year, 
public, land-grant university in the Midwestern U.S. Study sample included students who 
only can be employed on a part-time basis (20 hours or less a week when classes are in 
session) in one of 21 dining locations on-campus and 18 years of age or older as of the date 
the survey was administered. Dining locations included cafes, bakeries, commissary 
kitchens, convenience stores, food court, vending, and residence hall dining centers. A 
current list of part-time student hourly employees was obtained from the human resources 
office of UDS. 
Instrument Design 
The survey instrument contained five sections (Appendix E). Statements in Part A 
measured managers and co-workers' OCBI towards student employees and student 
employees' OCBI towards managers and co-workers. Part B statements measured employee 
affect towards managers and co-workers, employee trust in supervisor, and employee 
perceptions of supervisor's transformational leadership behaviors. Part C statements 
addressed empowerment and power distance. Statements related to respondents' job 
satisfaction and intent to turnover were in Part D. Part E included 22 demographic questions. 
These questions included facility of employment, hours of employment per week, interaction 
time with co-workers and managers, age, ethnic background, major in college, and reasons 
for employment. 
Respondents were asked to indicate how much they agreed or disagreed with each 
statement using a five-point Likert-type scale in Parts A-D. Responses for the Likert-type 
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scale statements were coded as l=Strongly disagree, 2=Disagree, 3=Neither Disagree/Agree, 
4=Agree, and 5=Strongly agree. 
Following measurement constructs were used in this study. 
1. OCBO and OCBI 
A modified version of William and Anderson's (1991) questionnaire was used to 
measure student employees' perceptions of OCBI exhibited by their supervisor and co­
workers. Items were modified to fit student employee work behaviors, in order to measure 
employees' self-ratings of OCBO. Williams and Anderson (1991) distinguished between 
OCBI and OCBO dimensions through exploratory factor analysis. A five-point scale ranging 
from strongly disagree (1) to strongly agree (5) was used to measure the constructs. 
2. Employee Affect towards Supervisor and Co-workers 
A modified version of Wayne and Ferris' (1990) liking for subordinate instrument 
was used. Selected statements were modified to measure affect towards supervisor and affect 
towards co-workers. Past studies (Bommer, Miles, & Grover, 2003; Wayne & Ferris, 1990) 
determined the instrument was reliability. 
3. Transformational Leadership 
A modified version of Podsakoff, MacKenzie, Moorman, and Fetter's (1990) six-
dimension, transformational leadership instrument was used to measure leadership behaviors. 
Three of six dimensions most applicable in the current context were included. These 
dimensions are: providing an appropriate model, fostering the acceptance of group goals, and 
high performance expectations. 
39 
4. Trust in Supervisor 
The trust in leader instrument (Podsakoff et al., 1990) that measures trust and loyalty 
of the subordinate for the supervisor was used. The Cronbach alpha for this scale ranges 
from 0.71 (Wong, Ngo, & Wong, 2003) to 0.90 (Podsakoff et al., 1990). Hence, a modified 
form of this instrument was used to measure student employee's trust in supervisor. 
5. Job Satisfaction 
Three items from Hackman and Oldham's (1975) scale were used to measure overall 
job satisfaction. The reliability of this scale has been established by several studies (Ang, 
Van Dyne, & Begley, 2003; Feather & Rauter, 2004; Lester & Brower, 2003). 
6. Job Autonomy 
Empowerment was measured by Spreitzer's (1995) self-determination sub-scale. Hui, 
Au, & Fock (2004) successfully used this three-item scale while studying the mediating role 
of power distance on the relationship between empowerment and job satisfaction. 
7. Power Distance 
The five-item scale developed by Brockner et al. (2001) was used to measure power 
distance. The reliability of this scale was established by Hui et al. (2004). 
8. Intent to Turnover 
Items for this scale were taken from several studies (Arnold & Feldman, 1982; 
Camman, Fichman, Jenkins, & Klesh, 1979; Lum, Kervin, Clark, Reid, & Simla, 1998). 
Items measured employee's likelihood of looking for alternate jobs within and outside 
foodservice and intent to leave the organization. 
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Pilot Study 
Part-time students (n = 10) employed in the Food and Nutrition, and Patient Services 
departments at a university hospital in Midwest U.S. were invited to participate in the pilot 
study. A paper-version of the questionnaire was mailed to students along with a cover letter 
explaining the pilot study. The web version of the questionnaire was pre-tested using 
students from one class in the Hotel, Restaurant, Institution Management program at a 
Midwestern state university. Participants were asked to complete the questionnaire and 
provide comments regarding content, clarity of directions, and format. Appropriate 
recommendations from participants were incorporated into the final version of the 
questionnaire. 
Data Collection 
An interview was conducted with senior-level UDS managers to determine the need 
for and appropriateness of questionnaire items. Managers were asked to identify extra-role 
behaviors because OCB research has been criticized for failing to distinguish between in-role 
and extra-role behaviors, such as OCB. Thus, any in-role behaviors were excluded from the 
questionnaire. Following recommendations of senior managers in UDS, a web survey was 
used for data collection. Recruitment flyers were posted in all 21 dining locations (Appendix 
F). Dillman (2000) identified several advantages of using web surveys including low costs 
(no printing, postage, and data entry costs), quicker completion time of project, and 
comparable response rates. An email was sent to all eligible employees (n = 849) obtained 
from payroll data provided by the human resources office of UDS. A reminder email was 
sent to participants four days after the first email. The body of the email included a cover 
letter explaining benefits of the study, voluntary participation, and anonymity (Appendix D). 
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A hyperlink to the survey also was provided. After reading the body of the email, students 
who chose to participate in the study were taken to the web survey by clicking on the 
hyperlink. Participants were to click on the submit button upon completion of the survey. 
Responses were received directly by the researchers. Because responses were not viewed by 
managers, anonymity was ensured. Responses were linked directly to a MS-Access 
database, eliminating the need for data entry. Students were given one week from first 
contact to respond. A total of 285 responses were received, a response rate of 33.6%. In 
appreciation for participation, two $50 cash prizes were given to participants selected in a 
random drawing. 
Data Analysis 
Statistical Package for the Social Sciences (SPSS) for Windows Release 13.0 (2004) 
and LISREL 8.5 were used to analyze data. Confirmatory factor analysis was conducted to 
determine discriminant validity of the OCBO and OCBI scales. Convergent validity of all 
scales was determined by calculating Cronbach's alpha. Nunnally's (1978) 
recommendations were used as a benchmark. Descriptive statistics calculated included 
frequencies, means, and standard deviations. Negatively-stated items were reverse-coded 
prior to data analysis. "Exclude cases listwise" option was used in SPSS for data analysis. 
Hierarchical regression analysis was used to test propositions 1 and 2. This technique 
was used to determine if co-worker and supervisor exhibitions of OCBI towards student 
employees predict exhibition of OCBI by student employees. Gender served as a control 
variable for its possible effect on OCBI in both propositions 1 & 2 (Organ & Ryan, 1995). 
Because numerous studies (Organ & Ryan, 1995, Podsakoff, MacKenzie, & Bommer, 1996) 
have suggested that supervisor-employee relationship plays a significant role in the OCB 
process, affect towards supervisor and affect towards co-workers also served as control 
variables in propositions 1 & 2 respectively. Amount of time spent with supervisor (co­
worker for proposition 2), semesters of employment with supervisor (only for proposition 1), 
age, applicable reasons for employment, semesters of employment at UDS, hours (per week) 
worked, ethnic background, education year, and source of tuition served as additional control 
variables. Thus, gender, affect towards supervisor, semesters of employment at UDS, 
semesters of employment with supervisor, age, applicable reasons for employment, amount 
of time spent with supervisor, hours per week worked, ethnic background, education year, 
source of tuition, and employee ratings of manager's OCBI were independent variables. 
Employee self-rating of OCBI towards manager was the dependent variable for the first 
proposition. Gender, age, semesters of employment at UDS, appropriate reasons for 
employment, affect towards co-workers, amount of time spent with co-workers, hours per 
week worked, ethnic background, education year, source of tuition, and employee ratings of 
co-workers' OCBIs were independent variables in testing proposition 2. Employees self-
rated OCBI towards co-workers was the dependent variable. 
Path analysis was used to determine whether or not three dimensions of 
transformational leadership, as identified in Podsakoff et al. (1996), have a direct effect on 
employees' self-rated OCBO scores. The mediating effects of trust in supervisor and 
employee job satisfaction between transformational leadership and OCBO scores also were 
tested (Podsakoff et al., 1990). Correlation analysis was used to test relationships between 
intent to turnover with OCBO and with OCBI. Path analysis also was used to determine 
whether or not employee perceptions of empowerment were related directly to intent to 
turnover or if they were mediated by perceptions of power distance and job satisfaction. 
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CHAPTER IV. RESULTS 
This study was designed to examine work behaviors of students employed in 
University Dining Services (UDS) associated with one public, four-year Midwestern land-
grant institution in the U.S. Work behaviors investigated included organizational citizenship 
behavior towards individuals (OCBI), organizational citizenship behavior towards 
organization (OCBO), transformational leadership behaviors, empowerment, and intent to 
turnover. Upon recommendations from senior management of UDS, a web survey was used. 
Email addresses of the current student employees were obtained from the human resources 
office of UDS. Emails were sent to 849 students and 285 responses were received, for a 
response rate of 33.6%. 
Table 1. Demographic characteristics of respondents 
Characteristics Number of Percent (%) 
respondents 
Gender 
Female 166 58.3 
Male 113 39.6 
No response 6 2.1 
Year in College 
Freshman 46 16.1 
Sophomore 77 27.0 
Junior 65 22.8 
Senior 83 29.1 
Graduate 1 .4 
Other 1 .4 
No response 12 4.2 
Job Title 
Students w/o supervisory responsibilities 228 80.0 
Students w/ supervisory responsibilities 44 15.4 
Other 8 2.8 
No response 5 1.8 
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Table 1. (continued) 
Characteristics Number of Percent (%) 
respondents 
First Job 
Yes 17 6.0 
No 261 91.5 
No response 7 2.5 
First Job in Foodservice 
Yes 134 47.0 
No 143 50.2 
No response 8 2.8 
Age 
18-23 276 97.1 
>23 9 2.9 
Ethnic Background 
Caucasian 238 83.5 
African-American 10 3.5 
Hispanic-American 10 3.5 
Asian American 7 2.5 
American Indian 0 0.0 
International 12 4.2 
No response 8 2.8 
Semesters of employment at UDS 
2 semesters or less 169 59.5 
Between 2 and 4 semesters 71 25.1 
More than 4 semesters 45 15.4 
Semesters of employment with supervisor 
2 semesters or less 196 68.9 
Between 2 and 4 semesters 71 25.0 
More than 4 semesters Î8 6.1 
Hours of employment at week at UDS 
<5 6 2.0 
5 - 10 58 20.4 
11-15 161 56.5 
16-20 60 21.1 
Interaction time with co-workers 
<25% 50 17.5 
25% - 50% 76 26.7 
51%-75% 76 26.7 
76% -100% 75 26.3 
No response 8 2.8 
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Table 1. (continued) 
Characteristics Number of Percent (%) 
respondents 
Interaction time with managers 














Demographic Characteristics and Descriptive Statistics 
Demographic characteristics of respondents are in Table 1. Majority of the 
respondents (58.3%) were female, and 97.1% were 23 years of age or younger. Almost half 
of respondents (47%) stated that the job at UDS was their first job in the foodservice sector. 
Majors of respondents were fairly evenly distributed. Because majority of respondents 
(83.5%) were Caucasians, "ethnic background" was coded as "1" for Caucasians and "0" for 
all other categories. 
Of 21 dining locations on-campus, one location employed 28.1% of respondents. 
With respect to type of facility (residential dining centers, restaurants, C-stores etc.), majority 
of respondents (52.6%) worked for various residential dining centers on-campus. 
Respondents also stated that, on average, they were responsible for 66.3% of their college 
expenses. Financial sources to pay for college expenses included job(s), student loans, 
scholarships and grants, and work study through the financial aid office. 
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Table 2. Reasons for employment at UDS and intent to turnover 
Reasons Number of Percent (%) 
respondents 
Reasons for employment at UDS 
Allows for a flexible schedule 246 86.3 
Lack of transportation to work off-campus 204 71.6 
Place of residence is close to work 176 61.8 
Hourly rate of pay 161 56.5 
Employment related to major/degree 20 7.0 
Can only work on-campus 19 6.7 
Reasons for considering quitting UDS* 
Don't like to work in foodservice 30 10.5 
Can't keep up with school work-load 18 6.3 
Found another job related to major 19 6.7 
Don't like work hours 16 5.6 
Don't get along with supervisor 5 1.8 
Don't get along with co-workers 1 .4 
* Students were allowed to check all applicable reasons 
Reasons for employment at UDS are in Table 2. The top three reasons for 
employment with UDS were "allows for a flexible schedule," "place of residence is close to 
work," and "hourly rate of pay." The average hourly pay rate was $10.20. Hourly rate of 
pay ranged from $6.75 to $13.86. More than quarter (26.5%, n = 72) of respondents stated 
that they were considering quitting. Reasons for student employees considering leaving UDS 
are in Table 2. The top reason for considering quitting was that students disliked being 
employed in foodservice. 
Descriptive statistics of all measured constructs appear in Table 3. Cronbach's alpha 
was 0.62 for the student employee exhibition of OCBO scale and 0.61 for the intent to 
turnover scale. These reliability estimates are below the recommended level of 0.70 
(Nunnally, 1978). Hair, Anderson, Tatham, and Black (1998) stated that a Cronbach's alpha 
of 0.60 was acceptable when most items in these two scales were new and formulated 
specifically for the research context. Because several items in the OCBO and intent to 
turnover scale were formulated specifically for the UDS context and they are above 0.60, 
these two constructs were used in data analysis. The other scale reliabilities were above the 
recommended 0.70 level. 
Scores for each Likert-scale item in Parts A through D ranged from 1 (strongly 
disagree) to 5 (strongly agree). None of the 13 measures had mean values in the "strongly 
agree" range (> 4.50) or "strongly disagree" range (< 1.50). Item mean values for nearly 
one-half (6) of measures (co-workers OCBI towards student employees, student employee 
OCBI towards co-workers, affect towards manager, affect towards co-workers, trust in 
supervisor, and job satisfaction) were in the "agree" range (3.50-4.49). Items in five 
measures; manager OCBI towards student employee, student employee OCBI towards 
manager, student employee OCBO, transformational leadership, and power distance; had 
mean scores ranging from "neither agree nor disagree" to "agree" (2.50-4.49). However, 
power-distance scores were heavily influenced by Caucasians (83.5% of respondents). Very 
little representation was received from ethnic minorities and international students (16.5%). 
Item mean scores for empowerment perceptions were in the "neither agree nor 
disagree" range (2.50-3.49), and for "intent to turnover" in the "disagree" (1.50-2.49) to 
"neither agree nor disagree" range. Standard deviations for the manager OCBI towards 
student employee (1.07 to 1.16) and student employee OCBI towards manager (1.00 to 1.12) 
constructs were higher than those of other constructs measured. The higher standard 
deviations represent high-level of variations in student employees' responses. 
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Table 3. Item-specific descriptive statistics and reliability 
Item Mean SD Reliability 
Manager OCBI towards student employee 
My manager helps me catch-up I have been absent 3.42 1.12 
My manager helps me when my work-load is heavy 3.82 1.07 
My manager assists me with my work (when not asked) 3.43 1.14 0.88 
My manager takes time to listen to my work problems and 3.67 1.13 
worries 
My manager takes a personal interest in me 3.60 1.16 
My manager passes along new information to me 3.81 1.07 
Student employee OCBI towards manager 
I help my manager catch-up when he/she has been absent 3.36 1.12 
I help my manager when his/her work-load is heavy 3.90 1.00 0.87 
I assist my manager with his/her work (when not asked) 3.46 1.10 
I take time to listen to my manager's work problems and 3.53 1.11 
worries 
I take a personal interest in my manager 3.47 1.11 
I pass along new information to my manager 3.81 1.03 
Co-workers OCBI towards student employee 
My co-workers help me catch-up I have been absent 3.65 0.99 
My co-workers help me when my work-load is heavy 4.00 0.87 
My co-workers assist me with my work (when not asked) 3.54 1.00 0.82 
My co-workers take time to listen to my work problems and 3.82 0.88 
worries 
My co-workers take a personal interest in me 3.90 0.87 
My co-workers pass along new information to me 3.86 0.89 
Student employee OCBI towards co-workers 
I help my co-workers catch-up when they have been absent 3.87 1.00 
I help my co-workers when their work-load is heavy 4.30 0.72 
I assist my co-workers with their work (when not asked) 3.90 0.89 
I take time to listen to my co-workers' work problems and 3.92 0.86 0.84 
worries 
I take a personal interest in my co-workers 3.93 0.88 
I pass along new information to my co-workers 3.94 0.90 
Student employee OCBO 
My attendance at work is above average 4.40 0.88 
If I am unable to come to work due to an emergency or last 3.52 1.16 
minute sickness, I find a replacement 
I adhere to informal rules designed to maintain order 3.82 0.94 0.62 
When work is slow, I find other tasks to do (example: 3.89 0.89 
cleaning, organizing etc.) 
I volunteer to work extra hours when I know that extra 3.49 1.09 
employees are needed 
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Table 3. (continued) 
Item Mean SD Reliability 
Affect towards manager 
I like working with my manager 
I don't get along with my manager* 








Affect towards co-workers 
I like working with my co-workers 
I don't get along with my co-workers 








Trust in supervisor 
My manager doesn't ever try to treat me fairly 
I have complete faith in the integrity of my manager 
I feel a strong loyalty to my manager 










Transformational leadership - Providing an appropriate 
model 
My manager is a good model for me to follow 






Transformational leadership - Fostering acceptance of 
group goals 
My manager fosters collaboration among employees 
My manager encourages employees to be "team players" 








Transformational leadership - High performance 
expectations 
My manager expects a lot from us 
My manager insists on only the best performance 









People at lower levels in the organization should carry out the 
requests of people at higher levels without questions 
People at higher levels in organizations have a responsibility 
to make important decisions for people below them 







company should not question it. 
In work-related matters, managers have a right to expect 
obedience from their subordinates. 
3.83 0.86 
An organization's rules should not be broken, not even when 3.11 0.95 
the employee thinks it is in the company's best interest 
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Table 3. (continued) 
Item Mean SD Reliability 
Empowerment 
I have significant autonomy in determining how I do my job 
I can decide on my own how to go about doing my work 
I have considerable opportunity for independence and 
freedom in how I do my job 
Job satisfaction 
Generally speaking, I am very satisfied with my job 3.80 1.00 
I am generally satisfied with the nature of work I do in this 3.71 1.06 0.86 
job 
Generally speaking, I am very satisfied with my manager 3.94 0.95 
Intent to turnover 
I often think about leaving the organization 2.34 1.21 0.61 
It is likely that I will look for another job outside foodservice 2.84 1.53 
within the next 6 months 
*Denotes reverse-coded items 
Responses for items ranged from l=Strongly Disagree to 5=Strongly Agree 
Hierarchical and Stepwise Regression Results 
The purpose of hierarchical regression was to determine whether or not there was a 
positive relationship between manager's exhibition of OCBI towards student employees and 
student employee's exhibition of OCBI towards manager, and co-workers exhibition of 
OCBI towards student employees and student employee's exhibition of OCBI towards co­
workers. Two separate hierarchical regressions were conducted to test these relationships. 
Correlation matrices of independent variables used in the manager and co-worker models are 
shown in Appendices A and B, respectively. The correlation between "age" and "education 
year" was .667 in both models. However, both variables were included in the model because 
the Variance Inflation Factor (VIF) was below 4, indicating no multi-collinearity issues. 
Control variables were also somewhat different for the two regressions. Control variables for 
the first hierarchical regression that tested the influence of manager OCBI towards student 
employee are shown in Table 4. The second hierarchical regression tested the influence of 
3.39 0.89 
3.43 0.99 
3.32 1.04 0.81 
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co-workers OCBI towards student employee. Affect towards manager was replaced with 
affect towards co-workers, and interaction time with manager was replaced with interaction 
time with co-workers. "Semesters of employment with supervisor" was an additional control 
variable while testing the influence of manager OCBI towards student employee. 
Results of the two hierarchical regressions are in Tables 4 (influence of manager 
OCBI) and 5 (influence of co-workers OCBI). The full model in both regressions includes 
control variables and main effect. It is interesting to note that affect towards co-workers 
(Table 6) was a significant control variable but affect towards manager (Table 4) was not. 
Another interesting finding was that education year was a significant control variable in the 
co-workers hierarchical regression model but not in the managers hierarchical regression 
model. "Semesters of employment with supervisor" was a significant predictor of student 
employee exhibition of OCBI in the manager model. 
Results from the full model shown in Table 4 show strong support for the first 
proposition. Thus, when student employees perceive managers as exhibiting OCBI towards 
them, student employees exhibit OCBI towards managers. This relationship was in the 
expected direction (p = 0.712, p < 0.05). In addition, the model R2 for the full model was 
0.572 compared to the model R2 with only control variables (R2 = 0.389). 
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Table 4. Hierarchical regression results for influence of supervisor OCBI 
Step 1: Controls p 
Student employee gender -.101 
Student employee age -.038 
Semesters of employment at UDS -.001 
Semesters of employment with supervisor . 109 
Reason for employment - Hourly rate of pay -.015 
Reason for employment - Allows for a flexible schedule .065 
Reason for employment - Employment related to major/degree -.026 
Affect towards manager .498* 
Interaction time with manager .129* 
Work hours per week .091 
Ethnic background .056 
Education year .135 
Source of tuition -.031 
Model R2 .389 
Step 2: Main effect added 
Student employee gender -.059 
Student employee age .006 
Semesters of employment at UDS -.015 
Semesters of employment with supervisor .135* 
Reason for employment - Hourly rate of pay .048 
Reason for employment - Allows for a flexible schedule -.038 
Reason for employment - Employment related to major/degree -.018 
Affect towards manager -.036 
Interaction time with manager .060 
Work hours per week .029 
Ethnic background .034 
Education year .110 
Source of tuition .015 
Manager OCBI towards student employee .712* 
Model R2 .572 
A in model R2 .183* 
Notes: All P values are standardized, 
n = 248; *p < 0.05 
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Table 5. Stepwise regression results - Predictors of employee OCBI towards manager 
Model and Variables R2 Ain R2 Standardized P Significance* 
Model 1 .526 .526 
Manager OCBI 
towards student empl. 
.72 J .000 
Model 2 .552 .026 
Manager OCBI 
towards student empl. 
.711 .000 
Semesters employed w/ .000 
supervisor 
Model 3 .561 .010 
Manager OCBI 
towards student empl. 
.776 
Semesters employed w/ .130 .004 
supervisor 
Education year .704 .021 
n = 261; * p < 0.05 
Following hierarchical regression, stepwise regression was conducted using variables 
from the full model of hierarchical regression. This was done in the interest of parsimony. 
According to hierarchical regression results shown in Table 4, of 13 independent variables, 
only two were significant predictors of student exhibition of OCBI towards manager. Hence, 
model R2 shown could be inflated. Results of stepwise regression, showing significant 
predictors of student exhibition of OCBI towards manager, are available in Table 5. In 
addition to the two significant predictors identified by hierarchical regression, "education 
year" was identified as a predictor by stepwise regression. The change in model R2 was 
however, only 0.10 when "education year" was included in Model 3. 
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Table 6. Hierarchical regression results for influence of co-worker OCBI 
Step 1: Controls (3 
Student employee gender -.072 
Student employee age -. 126 
Semesters of employment at UDS .042 
Reason for employment - Hourly rate of pay .046 
Reason for employment - Allows for a flexible schedule -.009 
Reason for employment - Employment related to major/degree .004 
Affect towards co-workers .564* 
Interaction time with co-workers .089 
Work hours per week .054 
Ethnic background .037 
Education year .169* 
Source of tuition -.005 
Model R2 .388 
Step 2: Main effect added 
Student employee gender -.023 
Student employee age -.080 
Semesters of employment at UDS .041 
Reason for employment - Hourly rate of pay .018 
Reason for employment - Allows for a flexible schedule .028 
Reason for employment - Employment related to major/degree .037 
Affect towards co-workers .130* 
Interaction time with co-workers -.010 
Work hours per week .007 
Ethnic background .058 
Education year .125* 
Source of tuition .000 
Co-workers OCBI towards student employee .784* 
Model R2 .778 
A in model R2 .390* 
Notes: All (3 values are standardized. 
n = 245; *p < 0.05 
Similar conclusions also can be made regarding the relationship between student 
employees' perceptions of co-workers OCBI towards them and student employees' OCBI 
towards their co-workers (Table 6). There was a significant positive relationship between the 
two variables (P = 0.784, p < 0.05). Respondents worked, on average, with 10 co-workers. 
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The full model R2 for the co-workers influence model was 0.778, indicating a 0.390 increase 
in percent of variance explained compared to the model with only control variables. 
As with the manager model, stepwise regression was conducted in the interest of 
parsimony to identify predictors of student employee exhibition of OCBI towards co­
workers. Results are available in Table 7. After "education year" and "ethnic background" 
were included in the model, model R2s went up only by .007 and .004, respectively. 
Standardized ps also are low for these variables compared to other significant predictors. 
Given results, Model 2 is the best model. 
Table 7. Stepwise regression results - Predictors of employee OCBI towards co-workers 
Model and Variables R2 A in R2 Standardized P Significance* 
Model 1 .750 .750 
Co-worker OCBI .000 
towards student empl. 
Model 2 .761 .012 
Co-worker OCBI .7&9 .000 
towards student empl. 
Affect towards co­ .001 
workers 
Model 3 .768 .007 
Co-worker OCBI .7g J .000 
towards student empl. 
Affect towards co­ .133 .001 
workers 
Education year .033 .00# 
Model 4 .772 .004 
Co-worker OCBI .747 .000 
towards student empl. 
Affect towards co­ .727 .001 
workers 
Education year .004 
Ethnic background .0# .043 
n = 246; * p < 0.05 
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Path Analysis Results - Transformational Leadership and OCBO 
An interpretation of various models used to examine the relationship between 
transformational leadership behaviors and OCBO are in Table 8 along with chi-square scores 
and degrees of freedom (d.f.) of the models. Figure 3 shows results of differences in chi-
square values and the significance of difference scores (p-values) while examining the need 
for various paths. This was done to determine the best model fit. Models described in Table 
8 are denoted in Figure 3 with M and a subscript of the model discussed (example: MA for 
Model A). 
Table 8. Transformational leadership and OCBO - Model descriptions 
Model Substantive Interpretation Chi-square d.f. 
A Full model (i.e., mediating and direct effects) — 
B Full model w/o direct effects 9.58 3 
C Full model w/o indirect effects through trust 
in supervisor 272.44 4 
D Full model w/o indirect effects through job 
satisfaction 170.60 4 
E Full model w/o direct effects and indirect 
effects through trust in supervisor 289.74 7 
F Full model w/o direct effects and indirect 
effects through job satisfaction 183.64 7 
G Full model w/o indirect effects 325.43 8 
H Full model w/o direct effects from 
"providing an appropriate model" and 
"fostering acceptance of group goals," and 
indirect effects from "high performance 
expectations 1.47 4 
I Null model 395.497 11 
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Figure 3. Alternative path models showing changes in chi-square scores with 





*p < 0.05; **p < 0.01; ***p < 0.001 
Model A (MA in Figure 3) includes all direct and indirect effects of the 
transformational leader behaviors on OCBO. Model B (MB), is similar to Model A, but 
without direct effects from the three leader behaviors to OCBO. The chi-square difference 
between Model A and Model B is a test to determine the need for direct paths from the three 
leader behaviors to OCBO. The difference score was 9.58, which was significant (p < 0.05) 
at 3 degrees of freedom. Models C (Mc) and D (MD) examined the need for indirect effects 
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through trust in supervisor and job satisfaction, respectively. A chi-square difference test 
established the need for these paths (Figure 3). Similar conclusions can be made for models 
E, F, and G. An important observation to be made from Figure 3 is that although the chi-
square difference tests were significant while testing the need for various paths, the 
difference score was lowest while trying to establish the need for direct paths going from the 
three leader behaviors to OCBO (A x2(3)= 9.58; p < 0.05). All except Model H chi-square 
difference tests were significant at p < 0.001 level. 
Path coefficients and associated t-values for the fully recursive model (Model A) are 
shown in Figure 4. Two immediate conclusions that can be seen in the figure are that the 
direct path from two transformational leader behaviors (providing an appropriate model, and 
fostering acceptance of group goals) to student employee exhibition of OCBO are not 
significant. In addition, the indirect path from "high performance expectations" is not 
significant. Based on these results, the low chi-square difference score while testing for 
direct paths, and the need for a parsimonious model, Model H (Mh in Figure 3) was tested. 
Model H (Figure 5) is the full model without direct paths from "providing an appropriate 
model" and "fostering acceptance of group goals," and indirect effects from "high 
performance expectations. The chi-square difference score for Model H against the full 
model was 1.47 with 4 degrees of freedom. This difference is not significant (p > 0.05), thus 
eliminating the need for these paths. 
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Figure 4. Fully recursive model showing significant paths, standardized beta 
coefficients, and t-values associated with beta coefficients (in parenthesis) 
0.05 (0.55) 
0.30 (3.97) 























Note: Correlations among transformational leadership behaviors, and job satisfaction and 
trust in supervisor have been omitted to ensure clarity. Significant paths have been indicated 
through bolded arrows. 
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Figure 5. Path model without indirect path through "high performance expectations," 
and direct paths through "providing and appropriate model," and "fostering 
acceptance of group goals," showing significant paths, standardized beta coefficients, 
























Note: Correlations among transformational leadership behaviors, and job satisfaction and 
trust in supervisor have been omitted to ensure clarity. Significant paths have been indicated 
through bolded arrows. 
Based on recommendations of Hu and Bentler (1999), Standardized Root Mean 
Square Residual (RMR) and Comparative Fit Index (CFI) were used to determine goodness 
of model fit. The authors recommend a Standardized RMR < 0.08 and a CFI of at least 0.95. 
These indices were the best for Model H (Standardized RMR = 0.00; CFI = 1.00). 
Path Analysis Results - Employee Empowerment and Intent to Turnover 
A negative relationship was proposed between empowerment perceptions of student 
employees and intent to turnover. Path analysis (Figure 6) was used to determine whether or 
not empowerment impacted student employee intent to turnover directly, or if it was 
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mediated by perceptions of job satisfaction and power distance. The path analysis results 
shown in Figure 6 apply only to Caucasian respondents. The initial intention was to 
determine if power-distance perceptions varied by ethnic group (within the U.S.) and country 
of origin. Also of interest was the influence of power-distance scores for members of various 
ethnic groups and countries on the relationship between empowerment and power distance. 
However, due to 83.5% of respondents being Caucasians, a meaningful comparison of 
power-distance scores could not be made. Hence, only Caucasian responses were included in 
the model to prevent any bias arising from respondents of other ethnic groups and 
nationalities. 
Figure 6. Fully recursive model showing significant paths, standardized beta 
coefficients, and t-values associated with beta coefficients (in parenthesis) 
0.99(1.94) Student employee 
intent to turnover 
Empowerment 
-0.15 (-2.78) 0.78 (0.05) 
Power distance 
0.4 (6.44) 
0.24 (3.64/ -0.61 (-11.09) 
Job satisfaction 
Note: Significant paths have been indicated through bolded arrows. 
Path analysis results suggest that empowerment perceptions of student employees do 
not directly impact their intent to turnover. The direct path was not significant (p < 0.05) 
with a t-value of 1.94. However, the indirect path through job satisfaction was significant as 
indicated by the bolded arrows in Figure 6. 
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The mean power-distance score for all respondents was 3.26 and for Caucasian 
respondents, 3.29. It is notable that power distance did not mediate the relationship between 
student employee perceptions of empowerment and job satisfaction. Empowerment 
perceptions had a direct impact on job satisfaction (standardized |3 = 0.24; t = 3.64). These 
findings are contradictory to those of Hui, Au, & Fock (2004). Power distance and job 
satisfaction perceptions also had direct significant impacts on student employee intent to 
turnover. Job satisfaction (standardized |3 = -0.61 ; t = -11.09) had larger impact than power 
distance. Although, power distance had a direct significant impact (standardized (3 = -0.15; t 
= -2.78) on student employee intent to turnover, most of the impact was indirect through job 
satisfaction (standardized (3 = 0.4; t - 6.44). 
Correlation Analysis and Confirmatory Factor Analysis Results - OCBO and Intent to 
Turnover and OCBI and Intent to Turnover 
Propositions 4 and 5 were formulated to determine whether the impact of OCBO on 
student employee intent to turnover would be different from the impact of OCBI on intent to 
turnover. As a first step, confirmatory factor analysis (CFA) was conducted using LISREL 
8.5 to determine if OCBI and OCBO items loaded as intended. CFA was conducted for three 
factors; student employee OCBI towards managers (SEM), student employee OCBI towards 
co-workers (SEC), and student employee OCBO (SEOCBO). Items for the SEM, SEC, and 
SEOCBO measures are available in Table 2. The model fit improved after removing items 3, 
4, and 5 from the OCBO scale. Removed scale items included, "I take undeserved work 
breaks," "I spend time at work studying/reading," and "I complain about insignificant things 
at work." Hence, Cronbach's alpha reported earlier also was calculated based on items 1, 2, 
6, 7, and 8 (Cronbach's alpha = 0.62). Cronbach's alpha with items 3, 4, and 5 included was 
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0.58. Factor loadings, standard errors, and t-values are available in Table 9. As can be 
observed, factor loadings for all items in the SEM scale and also except one item (SEC3) are 
close to the recommended 0.60 level (Kline, 2005). However, 4 of 5 items are below the 
recommended 0.60 level for the SEOCBO measure. Standardized RMR and CFI for the 
model were 0.05 and 0.94 respectively. Due to discriminant validity issues, the relationship 
between OCBO and intent to turnover was not examined. 
Table 9. Factor loadings, standard errors, and t-values of OCBI and OCBO scales 
Item Parameter Estimate Standard Error (S.E.) Estimate / 
S.E. 
SEMI 0.65 0.06 11.50 
SEM2 0.63 0.06 10.55 
SEM3 0.63 0.06 10.83 
SEM4 0.79 0.06 14.31 
SEM5 0.75 0.06 13.10 
SEM6 0.77 0.06 14.10 
SEC1 0.63 0.06 10.68 
SEC2 0.60 0.06 10.16 
SEC3 0.59 0.06 10.05 
SEC4 0.75 0.06 13.33 
SEC5 0.75 0.06 13.17 
SEC6 0.79 0.05 14.75 
SEOCBO1 0.46 0.07 6.75 
SE0CB02 0.42 0.07 6.09 
SE0CB06 0.36 0.07 5.24 
SEOCBO? 0.52 0.07 7.69 
SE0CB08 0.63 0.07 9.54 
Note: SEM-student employee OCBI towards manager; SEC-student employee OCBI 
towards co-workers; SEOCBO-student employee OCBO 
Cronbach's alpha was calculated combining items from the SEM and SEC scales to 
determine if the 12 items would provide a good measure of student employee OCBI. The 
reliability was high (Cronbach's alpha = 0.91). Thus, correlation analysis was conducted to 
determine the relationship between student employee OCBI and intent to turnover. A 
significant negative correlation was found between the overall measure of student employee 
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OCBI and intent to turnover (r = 0-.338; p < 0.001). In an attempt to make comparisons with 
previous studies, a correlation between the overall measure of OCBI and OCBO was 
calculated. A significant positive correlation was found between these two measures (r = 
0.586; p < 0.001). This is higher than the correlation of 0.43 and 0.40 found by Williams and 
Anderson (1991) and Somech and Drach-Zahavy (2004), respectively. 
Summary 
Results of path analyses show that managers and co-workers heavily influence the 
exhibition of OCBI by student employees. It is also evident that job satisfaction played a 
more important moderating role than trust in supervisor while examining the relationship 
between various transformational leadership dimensions and student employee exhibition of 
OCBO. In addition, a weak, but significant negative relationship was found between student 
employee intent to turnover, with student employee exhibition of OCBO and OCBI. While 
studying the relationship between empowerment and turnover, job satisfaction was found to 
be a significant moderating variable. Another finding was that power distance did not 
mediate the relationship between empowerment and job satisfaction, as with some past 
studies (Hui, Au, & Fock, 2004). 
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CHAPTER V. DISCUSSION AND IMPLICATIONS 
Discussion 
One objective of this research was to examine the influence of manager and co­
worker behaviors on the exhibition of organization citizenship behavior towards individuals 
(OCBI) by student employees. Based on social learning theory, the influence 
transformational leadership behaviors (providing an appropriate model, fostering the 
acceptance of group goals, and high performance expectations) on the exhibition of 
organizational citizenship behaviors towards the organization (OCBO) by student employees 
also were examined. Another objective of this research was to determine if OCBO impacted 
student employee intent to turnover differently than OCBI in university dining services 
(UDS). A final objective of this study was to determine the impact of empowerment on 
student employee intent to turnover moderated by power distance and job satisfaction. 
This study expands on what has been previously reported in the management and 
organizational behavior literature. A summary of major findings and associated managerial 
implications from this study are available in Table 10. 
Table 10. Summary of major findings and associated managerial implications 
Major Findings Managerial Implications 
• Managers and co-workers play a vital 
role in exhibition of OCBI by student 
employees at UDS 
• OCBI has a significant negative 
relationship with student employee 
intent to turnover 
• Encourage managers to serve as an 
example and initiate exhibition of 
citizenship behaviors towards student 
employees 
• Educate managers on the importance 
of exhibition of citizenship behaviors 
• Create a work environment that 
encourages exhibition of citizenship 
behaviors 
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Table 10. (continued) 
Major Findings Managerial Implications 
Perceptions of transformational leader 
behaviors influence exhibition of OCBO by 
student employees 
Managers should 
• "do" rather than "tell" 
• encourage team work 
• set high standards for student 
employees 
Empowerment has an indirect impact on 
intent to turnover through job satisfaction 
Provide student employees with discretion 
and autonomy 
Other findings from this study include: (1) a high degree of correlation exists between 
OCBO and OCBI; and (2) power distance does not mediate the relationship between 
empowerment and intent to turnover. All findings are discussed in detail in the following 
paragraphs. 
Results of two separate hierarchical regression analyses showed that perceptions of 
manager and co-workers OCBI towards student employees impact their exhibition of OCBI 
towards their manager and co-workers, after controlling for employee gender, employee age 
affect towards co-workers (or manager), interaction time with co-workers (or manager), work 
hours per week, ethnic background, education year, tenure at job, tenure with supervisor 
(only in the manager model), source of tuition, and three applicable reasons for employment 
(allows for a flexible schedule, employment related to degree/major, and hourly rate of pay). 
These results are similar to the findings of Bommer, Miles, and Grover (2003), where it was 
found that the mean OCB level for other work group members explained significant variance 
in individual levels of OCB. However, the Bommer et al. (2003) study proposed hypotheses 
based on social learning theory as opposed to social exchange theory and norm of reciprocity 
used in this study. In addition, their study was conducted using work groups in a 
manufacturing context rather than service environment. Results obtained in this study are 
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also comparable to those obtained by Deckop, Cirka, and Andersson (2003) where the 
influence of helping behaviors of co-workers on employee exhibition of OCB was studied. 
Propositions for their study were based on the social exchange theory; however, an overall 
measure of OCB was used as opposed to context specific scales (OCBI/OCBO) used in this 
study. 
The current study is the first to account for several applicable control variables. 
Affect towards co-workers and affect towards managers revealed contradicting results. 
Although affect towards co-workers was a significant control variable impacting student 
employee exhibition of OCBI towards co-workers, affect towards managers did not 
significantly impact exhibition of OCBI towards managers. Also, the greater the number of 
semesters student employees spent with a manager, the higher their OCBI towards the 
manager. In addition, the percent of variation explained (R2) increased more when co­
worker exhibition of OCBI was introduced into the model than when manager exhibition of 
OCBI was introduced. Gray, Niehoff, and Miller (2000) found that perceived friendship 
opportunities improved job satisfaction of students employed in UDS. These results would 
suggest that co-workers have a higher impact on exhibition of student employee OCBI than 
managers. 
Path analysis results for the current study showed that transformational leadership 
dimensions of "providing an appropriate model" and "fostering acceptance of group goals" 
indirectly impacted student employee exhibition of OCBO through job satisfaction and trust 
in supervisor. Another dimension included in the model, "setting high performance 
expectations," directly impacted student employee exhibition of OCBO. Paths going through 
mediating variables of job satisfaction and trust in supervisor were not significant. However, 
by comparing the standardized beta values of paths going from "providing an appropriate 
model" and "fostering acceptance of group goals," to the beta value from the direct path, 
"setting high performance expectations" (P = 0.19; t = 3.00), it can be observed that the 
impact of "setting high performance expectations" on student employee exhibition of OCBO 
is lowest. These findings partially contradict findings of Podsakoff, MacKenzie, Moorman, 
and Fetter (1990). The authors found that an aggregate measure of transformational leader 
behaviors indirectly impacted OCB (not context specific). 
Both trust in supervisor and job satisfaction perceptions were impacted by the 
aggregate measure of transformational leader behaviors; however, only trust in supervisor 
moderated the relationship between transformational leader behaviors and OCB (Podsakoff 
et al., 1990). In contrast, in the current study, job satisfaction played a more important role 
as a mediating variable than perceptions of trust in supervisor, when studying the impact of 
selected transformational leader dimensions on OCBO. This conclusion was made after 
comparing standardized betas. MacKenzie, Podsakoff, and Rich (2001) found in a sales 
context that transformational leader behaviors influenced salespersons to perform above and 
beyond the call of duty. Similar conclusions also can be supported by the current study for 
the selected transformational leadership dimensions tested. 
A confirmatory factor analysis conducted to determine whether or not OCBI and 
OCBO could stand as two distinct scales showed that the factor loadings for most items in 
the OCBO were below the desired level of 0.60. The item loadings for the OCBI towards 
managers and co-workers were, however, above desired levels. These results are similar to 
the findings of Bolon (1997), where the distinction between OCBI and OCBO was tested in a 
hospital context. It is also to be noted that the correlation in this study, between an overall 
measure of OCBI (OCBI towards managers + OCBI towards co-workers) was 0.586 (p < 
.001). Correlation coefficients found in Williams and Anderson (1991) and Somech and 
Drach-Zahavy (2004) were weaker at 0.43 and 0.40, respectively. 
A significant, but weak, negative relationship was found between an overall measure 
of student OCBI and intent to turnover. Chen, Hui, and Sego (1998) also empirically studied 
the relationship between OCB and turnover. Chen and his colleagues found that negative 
relationships existed between discretionary behaviors, such as OCB and turnover because 
such behaviors were not part of the employee's formal organizational role. More research 
relating OCB and turnover is needed in the hospitality industry due to high employee 
turnover rates. 
Thus far, the relationship between empowerment and turnover has been anecdotal in 
the hospitality industry. The current research empirically tested this relationship using 
students employed on a part-time basis in UDS. The moderating effects of power distance 
and job satisfaction also were tested. 
Student employees were asked to share their perceptions of discretionary 
empowerment as opposed to psychological empowerment for two reasons. First, the focus of 
this research was to determine the impact of manager and co-worker behaviors on the 
exhibition of certain work behaviors by student employees. Although psychological 
empowerment refers to an employee's feelings of being informed, trusted, and in-control; 
discretionary empowerment includes the management practices of providing employees with 
latitude to exercise prudent behavior and autonomy. Second, this proposition tested the 
mediating role of the power-distance construct on employees from various cultures. Hui, Au, 
and Fock (2004) stated that Eylon and Au (1999) and Robert, Probst, Martocchio, Drasgow, 
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and Lawler (2000) failed to obtain support for the mediating role of power distance because 
psychological empowerment was measured. Hui et al. (2004) stated that because 
psychological empowerment deals with internal feelings of employees as opposed to 
management practices, they may not be affected by the cultural dimension of power distance. 
To prevent any biases arising from opinions of ethnic minorities and international 
students, Caucasian responses were considered when testing the relationship between 
empowerment and intent to turnover, with moderating roles of power distance and job 
satisfaction. The current research found that empowerment did not directly impact intent to 
turnover for student employees in the sample; the relationship was mediated by job 
satisfaction. A highly significant negative relationship was found between job satisfaction 
and intent to turnover. An interesting finding was that power distance did not mediate the 
relationship between empowerment and job satisfaction as expected. This contrasted 
findings of Hui et al. (2004) where power distance was found to moderate the relationship 
between empowerment and job satisfaction. Also, perceptions of power distance had both a 
direct significant negative relationship and an indirect significant negative relationship 
through job satisfaction with student employee intent to turnover. However, by comparing 
standardized betas it can be concluded that most of the effect is indirect, through job 
satisfaction. 
Another interesting finding is that the mean power-distance score for Caucasian 
student employees was 3.29 on a 5-point scale. A lower score was expected given that 
traditionally U.S. has been classified as a low-power distance culture (Hofstede, 1980). The 
higher mean score for students indicates that student employees do not fit the traditional 
classification. The comparatively high-power distance scores could be due to low familiarity 
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levels with foodservice jobs. Less than half (47%) of all respondents stated that their current 
job was their first job in foodservice. Another cause could be exposure to high-power 
distance cultures through interactions with student employees from traditionally high-power 
distance cultures. Higher power-distance scores also could be a result of changes taking 
place in societies over time. 
Managerial Implications 
A summary of managerial implications is available in Table 10. These implications 
are discussed in further detail in this section. 
Results of this study show that managers and co-workers of student employees impact 
exhibition of OCBI by student employees towards these populations. Hence, managers can 
serve as an example and initiate exhibition of citizenship behaviors towards student 
employees and encourage reciprocation of OCBI from student employees. Managers also 
can be educated on the importance of exhibition of citizenship behaviors. Consequences of 
OCB include improved customer perceptions of service quality (Bienstock, DeMoranville, & 
Smith, 2003), reduced turnover (Chen et al., 1998), increased customer loyalty (Castro, 
Armario, & Ruiz, 2004), and improved organizational performance (Podsakoff, MacKenzie, 
Paine, & Backrach, 2000). Other advantages of exhibiting citizenship behaviors include 
stricter adherence to set service standards by employees. 
Exhibition of citizenship behaviors by student employees could reduce absenteeism, 
lack of motivation and increased turnover intentions, which have been identified as problems 
associated with students employed in UDS (Bartlett, Probber, & Scerbo, 1999). It is also 
essential to create a work environment that encourages exhibition of these behaviors due to 
potential benefits that are available to employees. One respondent emailed additional 
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comments that she could not "stand around doing nothing" when work was slow. She also 
said that this was because her co-worker was stocking items (when work was slow), and the 
manager was observing both employees. 
This study found that students employed in UDS view their managers as models. If 
UDS managers "do" rather than "tell", encourage team work, and set high standards for 
employees; student employees will be encouraged to exhibit OCBO. Power-distance scores 
of Caucasian student employees suggest that they require proper guidance from managers. 
Finally, discretionary empowerment perceptions of student employees (Caucasian) 
were found to impact job satisfaction directly in the UDS context. Thus, with careful initial 
supervision and guidance, UDS managers could provide student employees with discretion 
and autonomy. 
Limitations 
Due to the design of the research, this study has the following limitations. 
1. Results cannot be extended to university dining services other than the one used in 
this study. 
2. Although students in this study were employed in a variety of dining facilities 
including residence dining halls, cafes, restaurants, and conference centers; all 
facilities were located within the university. Therefore, results cannot be extended to 
other contexts. 
3. Only part-time students employed in UDS formed the sample. Therefore, results 
cannot be generalized to other types of employees in UDS. 
4. A Cronbach's alpha range of 0.70-1.00 is considered acceptable in the social 
sciences. Cronbach's alpha for two scales (OCBO and Intent to Turnover) were in the 
0.60-0.70 range. Thus, further testing is necessary before making widespread 
application of the instrument. 
Future Research 
With increasing numbers of international students in the U.S. university student 
population, more employees from high-and low-power distance cultures will form the 
workforce of UDS. Hence, it is essential to determine if empowerment will result in 
increased job satisfaction for members of all cultures employed in the UDS in U.S. It is also 
essential to determine whether or not perceptions of power distance change for individuals 
from traditionally high-power distance cultures, after obtaining an education in the U.S. The 
ramifications of such changes, if any, should be explored to determine if these students 
decided to return to their home countries upon graduation, or decide to pursue employment in 
the U.S. 
Student employee OCBO (SEOCBO) and intent to turnover scale reliabilities were 
below 0.70. Thus, further research is needed to improve reliabilities. More items also may 
have to be added to ensure convergent validity. 
Replication in different UDS in the U.S. is needed to determine whether or not 
geographic location and other causes not identified in this research impact exhibition of 
extra-role behaviors in student employees. This will improve generalizability of findings. 
A training program detailing various dimensions of OCB and behaviors that would be * 
classified as OCBI and OCBO could be developed specifically for UDS managers. 
Effectiveness of the training program could be tested using a pre-test/post-test methodology. 
Program success in everyday operations can be tested by monitoring employee and customer 
satisfaction, repeat business, and level of adherence to service standards and work policies 
(absenteeism). 
There also is scope for OCB research in the broader hospitality context. According to 
the 2004 restaurant forecast report of the National Restaurant Association; recruiting and 
retaining employees, building and maintaining sales volumes, and increasing operational 
costs were top challenges faced by quick-service restaurant operators. Labor productivity 
and efficiency also were mentioned as challenges in the 2005 restaurant forecast report. The 
same report stated that restaurant sales were forecasted to reach record levels during 2005. 
According to the HRG/PKF Consulting's 2005 U.S. Lodging Forecast, hotel revenues will be 
comparable to the industry's last "high-water mark." International and domestic travel 
and tourism are projected to rebound to pre-9/11 volume levels. 
Given the optimistic outlook for U.S. hospitality industry segments, employee 
turnover could continue to be a problem with more opportunities being available in 
competing properties. With predicted trends such as increasing demand for 
hospitality jobs, high turnover, and low productivity rates; it is essential to study the 
impact of OCB exhibition on turnover intentions. In addition, continued research to 
explore the relationships between OCB and operational efficiencies, and OCB and 
labor productivity is needed. 
Current OCB research in hospitality has considered only chain restaurants and 
the travel and resort sectors. Lodging companies, conference and convention centers, 
gaming and casino operations, clubs, and institutional foodservice virtually have been 
unrepresented in OCB research. An operation's clientele, specialty, and type of 
service; nature of employees' job duties; employment status of employees; and 
challenges; vary from one segment to another within hospitality. 
Organizational characteristics such as profit orientation, existence of worker 
unions, public and private status of operation are some factors that account for 
variations in an organization's mission that could dictate exhibition of OCB by 
employees. Geographic locations of various hospitality organizations also could 
affect OCB exhibited by employees due to variations in work cultures in different 
countries. Performance also varies within segments. For instance, in the lodging 
industry; room rates, amenities offered, and quality of service provided determine 
whether or not a property is luxury, upscale, mid-price, economy, or budget. 
Research also is needed to study formation of OCB in various types of 
employees. Stamper and Van Dyne (2003) and the current study are the only known 
research to address formation of OCB. However, with increasing number of 
Americans choosing to continue to work after reaching retirement age, it is essential to study 
work behaviors of older workers in the hospitality industry. According to a 2004 report by 
the National Restaurant Association Educational Foundation, the number of 16- to 24-year-
olds in the American labor pool is projected to increase only 9% from 2002 to 2012, 
compared with the 20% jump for older American workers (Berta, 2004). 
With the hospitality industry workforce becoming increasingly diverse, it also is 
essential to address differences in the formation of OCB in employees from different 
cultures. For instance, managers could have a different impact on the formation of OCB in 
employees from high-power-distance countries (Hofstede, 1980) than employees from low-
power-distance countries (Hofstede, 1980). There also could be an interaction between 
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Correlation Matrix 1 
Correlation Matrix of Control Variables Included in the Manager OCBI Hierarchical Regression Model 
Gender Age 
Sem. Flexible 
Sem. w/ Work 
Employed Supervisor Schedule 
Hourly Job Affect Interaction Hours Ethnic Educa 
Pay Related towards Time w/ a Back- -tion Tuition 

















































towards -.092 .010 .036 .091 .095 .095 -.027 1 
Manager 
Interaction 
Time w/ .169 (**) 
.104 











(*) -.028 .070 
.146 





.039 -.089 -.014 .095 .119 .067 -.015 .090 .079 .071 1 




(**) .018 -.034 
.122 
(*) -.025 .002 
.152 
(*) -.109 1 
Tuition 
Source -.105 
.070 .097 .065 -.019 .004 -.055 .112 .106 .064 .082 -.030 1 
** Correlation is significant at the 0.01 level (2-tailed). 
* Correlation is significant at the 0.05 level (2-tailed). 
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APPENDIX B 
Correlation Matrix 2 




























Sem. of Work Pay 
Employed Schedule Rate 
Affect 
Job Towards Interaction 
Related Co- Time w/ Hours A 
to Major workers Coworkers Week 
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.028 -.006 1 
.074 .027 .083 1 
-.015 .048 .149(*) -.108 1 
-.014 .083 .063 .086 -.032 
* Correlation is significant at the 0.05 level (2-tailed). 
** Correlation is significant at the 0.01 level (2-tailed). 
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iwjwit* Uwlm«e»U(wiw^ ainiLey peiwNaici dt&ulu*eauy wpidkaut Ûwaauial aneew» ut «Laiwalai» lhalimaypNKnt 
an actual or potcniia) taaOkt of interest. By wgaiii* thi* fooa below. yau a* ceitifyin; that aU memkaa of de maeareh 
team, Ëtludma yoiotlf. haw read and understand ISU'* Conflict of htenot policy a* addrwed by (he ISU faculty 
Haadbok i1i% p-.'\« ^.ia%utr^di»L. M%y.) jwl have made all isqukd Jùck*wiM. 
QVes 0Xa Da yna a: amy mwiakrafyoarrMemrch teem have saaetaalar potential caaAktaftnKwst? 
Q Yes O Me If yea, have the appmprlale dbc&wure Ann(4 hMa eampleted^ 
STCNATITRES 
KeaaafA (AmyUaace Ot ! M3 3 
98 
>V>'V>-L ^ >1.251 ® 
SizmthK ùfhx i j>ai<? 
>.. \ . • ; / 
% .. . < J y _ 3^"/^ 
<nnùnjff «v hj". Ume 
PLEASE NOTE: Any Clinwgtn te an epprettil protect»! «rod be submitted to ll« appropriate C6itinihtee(s) before 
ibe changes mai, be implemented, 
i'lease pn.ci.x-U to SECTION 11. 
Re%#r* CompNwrf W IA#x I 
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SECTION 11: KXY1ROKMRNTAL HKALTH AXD SAFETY IXTORM4T1WI 
[] Y«n B X» Doc* Ik* pmyett nwebc hmnm cdl <* titwc cuhorc* (pnmwy OR immMahzcdX * human Mood 
eumpooenw. tody (hud* cf m**ne%7 If the #n**w i* hw", pl«m«e pmeeed m SECTION Ml: 
APPLICATION POR KB APPROVAL If the #n«mKw"ye*rple%»e pmeeed lo Plot A: Hunan 
Cell Lines. 
PART A: HI MAX CKU. LINKS 
Q Yes B X* Dw# A* pxyect mwlve hwnm eel or tissue eul#*r: (pmnwy OK nanorn'iAt* icll Imes-.tnum-j W 
hwc been doewmmned W te Ike nf Mmodtwne pnthogen*? If0* x*\w c atu ch « y:w 
of (he Apcumrntadon. It" Ac answer « "no," pk** mxiwcf ^uadon 1 teww. 
1) Plewe ha the ^ecWk cctl laws/amin* wbe u*d, ihcir wurcc mod «k«np(wn ofwc. 
m j, USE SOURCE 1  ! . .  UCSCMPOOXOFUSE 
1 1 
2) Plewe wfer to the ISU "Bloodbotne PJiAogcm Mmual." ixMeh ooninin» ihewquhemo*» of Ae OSHA BWodtome 
p#*n*m* Xumdmed. Plcwe IW the #eetlkpm%#MkMK0bc AHwed (ne (W pmiect bekw («.g.. fMncAbkawdhe 
u*cd for Wood dr**%y 
No; appkgWe 
Anyone wtirkleg with human cell linesAtrains thai have net been documented to h* frtt of btixidtx rncp th )gt« b 
required to have lîJwdborot l'*tbo$to Training annually. Ctirrtnt Blood bomr l'allume» Training date, roust be 
listed in Section 1 lor all K*y Personnel. Pkasc eontatt Envlronwntal Health and Snfcty (294-5.15») If veil netid to 
siga up tor training and. or to get a rr.py «f t he Bliwdborne Pattegt'Bs Manual 
PART B: HUMAX BLOOD rOMPO\EXTS. BODY PLUM* OR TISSIPRS 
0 Ym 0 No (XwH thK prn;ec1 wuh* human blood compuoMd*. body Audi * mu») If "\w". pkwc mnw ## 
of the quedwna in Ik "Human Blood Component*. Body TIn&k or Tkwf" wnian 
I) Please fc ,pcci:lc liuzji. ^0»(unw* j#etdK,r sourie, «nouai and dctmptioo of 
vrnATAKrr I WK)t;XT DE&CKJPTION Of USE 
f g i ' w Vf* ww/ WIMri' f */ /lyywt»%kw*«yaWt). auqw to 6c dkwe, 
; 
2) Plan* refer tn *c KU "BlnndhoiTf fxhopm Manunl," which conurn* Ac leqgncmax» vf (he OSHA Hlwdbomc 
P*tho%«» Standard. Spccft: wctioa* % be Allowed A* Ak pm)«t arc: 
RrKMdi CompIwiKe W10W 
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Anyone working with hume* bked «wqxweets, body fluid* «r Anne* k required to liavt Btoodlrorot Palbogea 
Training annually. turirenf Rhxidbemc Pattwgeri Training date mud lie Ifalftl in Section 1 for all Key Tmmml 
I'kits* eo«s« Kmlrmmatùû Mmlth and Safety (294«535y> if ym need to sign up 1er training and/er to get a copy 
ef tie Blootlburae Pathogens Manual (h! in:#*** .«Wat la ie.edu/WMin.lM mk 
K% GNVIKONkiENTAL 1IKAI.TH AND WtTYC&E ONIY 
Sigratuw efBWogkal CMMeer 0*% 
Please prucmi ta Scciiim III. 
Rowfth CiiwpiàM* N IM1 
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[quesBomalr* wÉ be emaied ta al udents employed in umvew;/ dmmg l<ic*ti@&. 
2) Alwch : copy of amy recnàWt m malaria) *utb a* ai Iben. «nail message, de. Sec Cached 
)) How mill die wbjecu be ;dccW? xAw iw/f db www» eo*e/w*i?) 
The names of students com* &om ema# adresses provided by ISU dining. For the plot skdy, the | 
names of eubjecb Woo* be known because the emW *#l be forwarded by the Food aid \ur4en j 
department c&ector | 
4) Pkaxe IWdie hdiMion%«Won Araul^ectsdcctiea Inclede ane%#matioa. 
All parbclpam* must be university student: employed on a part-time basis (2D hours of less) by a 
foodsendce esiabBshment associated with cempue dining sen/ices. For the pilot study, all participent» 
must be part Ume students employed In the Unbea#y of kwa Hospital 
t'ka%e anK*-er each ipiea*i«L If the que*u*m does a* penam to iha Rudy, pkwe type nut applxablc (NfA). 
PARTE: KE&JKARCilfLA> 
Include AiOkien; detail ArlRBiewe* ofAkpngeet independent of Ac pram. protowl. or other docmneiw*. 
I) Describe study pmaedurea to which subjem «4M be ezpmed (e g lor Wood dm*'*, include frequency and 
ametwt, who win be drawing the blood aad their training). 
Participants w#l be asked to complete questionnaires kfentKying work behaviors of manager:, ccwworkêi*,"] 
and ihemselvee, turnover hAnOon:. and some demogmpWc questions. " | 
2) F«v xirf < m-nlwnc TatholngyAliagmMk apedmena, Indicate whether ^ ccimetw *411 he eoMecied pMwpcctivdy 
am^»« .il.. .'y v \ wir a; the time of submission of dtk review Ihrm If pmoxpoetive. dexeribc xpeclmen 
pr-vima^r t pn. edwT, adieaie whether any addMàmal medical inWrnikm abmtt the mbicct i< being gtdieied. and 
*he:he. ve. .twens _:e IjiW at any time by etxk number to the Hibject\ identity. 
; Net uppliusUc 
3) for :Wxi «wiving deception. plwe justily the decepuonaad indicate thedAnedng pmcodnre, ineWing the 
tucag and inkmat tw be pwaeakd to mlgetb: 
I NatappNcabie 
PART F: rn\\FXT PROCF&S 
I) fjtplain ho*' ihe«.i )/. ^ .i :l be emtacwd f*«/#e. fwaA iaIf ihe subjects art under (*. 
mcWe ho*' the pore* f gwrdia** will be appmaehed as *ell. 
Rextth CmtphWK LM. IUC3 S 
102 
On#*duN Wbktc*a(l8ywsoroidef)w#ikoomiacWibf Âkaiudy. Sub^c wËlbeœnîactëdâîredïy 
via email. For #ie pHot aludy. the dlredor of (he Food and NutmNon departmoi t w "he Univer&ity of Iowa 
HcspWwl *t'l forward (he email wdh ihe cover lollw and link to survey. Subjects will no* be contacted 
dlitiULy 
2) Describe ko* iafuimed conaeal will be obtained k g w*o «wwf ft» kw «win kwi, rtr ) Dgeribe 
in detail Ihe entile cwocnt pwctw. 
The coverleNer w* be lite body ol email sent #o students employed in ISU dining. Por*epW#udy.lhe I 
cover lew* win U* body of emal #*n% * tne director of the Food and Nutrition department of the I 
Umw#m%y of kw» HospNal. When (he email b (wwmrded by ihe dkedor lo Aident employees, they *11 j | see the content* o( the cover letter. The cover letter (attached) W discuss voluntary parWdpeHm. goals -
i end benefit# of the study, and comtad Information of investigator*. I 
PART C: CONSENT A\D ASSENT PRIX ESS M)R KNKOUJXC MINORS 
IJ II ymur &iudy mvwlvcs mmor*. please explam he* pawolml eumea# wjll be ehtaioed phw M emollmeat of the 
mirW*|. 
I No minor# Involved 
2) Mease eiplam he» awent will he ukaimed frnxh minws, prior lo (heir eaniUmeMl. Aba, plane Mplam ifthemewmt 
proeew will he documented (Ag., a t'amMW wmfwi (Ac eomoujAwa. «mtiaad wf# d* «wm* dbeawaW, 
* Assent" accordimg le the- federal re^.il fM«i\ "...me#w a ehild'a aHlimatlve agreement w paMieipak î» meaeaKk 
Mere failure to dgee* ahoWd mm aXaewt ^%im#ti*e epfemeat. be cemAued aa awear." 
| No minora involved 
l'ARTH: MATA ANAL VMS 
I ) Dcscrlbc how ihe data wtll he aaalyrad (CT jfaftwa/ jwwmea/ f^aafàw, waAAW awwe* a»«d (o 
j SPSSwA bo uaoe, k* ^wa&a&ve data analyal# of the questionnaire. Descriptive etaUKka inckxKng | 
i means, standard deviation#, and frequencies win be calcula tod for all closed-ended Merre on R* | 
qweaMonnawe. Factor analysk and Cronbach's alpha wHI be calculated to eaiabNeh consbud WMlty of j 
vaMou# measuremenl Kent#. Hierarchical regression end palli analysk wW be used to test hypotheses, j 
2) If applicable, pica# indicow the antidpated dale thai tdeabAw* will be manaved 6am completed &umty inslntmentt 
arndw audio* visual tapis will he erased: 
^ aik! ciinmuicr daw will kent until a inanikcnol kw been Bubli^hcJ w allow rcscarchcr* accw) lu 
data, tl neokil. ,\i)Wcnlil#cra will be used urn lbt#am*mn*#iR& 
Monla'Uuy- V«ji dJI.Wi 
PARTI: BENEms 
Brstii'i-'h lrjii>-c M> IB*» v 
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1) Deanbe if there *8! be a benelh lo the^iyeci or if Ae bemelk i$ lo wdc«)'. Pk#mcnoie*micoopco«uooignotm 
bencA acewdm# to the k&ial i^uhtiw. 
Benefits of Ihis study Wude the MWng: " 
« Help tmiwsily dining (acAity managers underskmd formation of OCBs in student employees 
. Provide Insights ink turnover Intenta of sludents employed in campus dining facilities 
* Help urWverslly dWng W*y managers underslmnd W*n wpowemienl strategies %i# be successful. 
PART* Rl&KS 
"He OMieepI of risk pxa heyemd physïcml ndk md mclwks % mbjccp' digninr *nd sdkt^Kti a* well « 
psychological» emotional, legml, mmml or linanciaf hxk. 
1) O Yes B No klk^wW^efthehaneerdisoomR*ienlioipMedmlhepwpMedNKarAgM#$erd*mth»t 
euwimWed ordinuil) in daily life iv àim% tke perArniamw of MWmc physical or piydMlegkW 
«mmmatieas % kds? 
2) Q 0 No h Ac #****&*& of die Man or dwcuafen peekr than Ami «eeounum* «rdmwil) m dsily (Mb, or 
duneg ihe perAnnancc of mmdnc physical or p$ycWogict I c**minaUom or $aut? 
j) Deschbc mny risk* or diwemlbrtu le the subjects mid how (hey *01 he minimized #od pmemuiion* We*. 
; No hsks or diecomforl* y» anWpated. 
4 If ilii* wwJy rnwhw vubembb pi^uhtwiNt, including minora, pwgnanl pm%m«TK, cducationmlly or 
eeoooiekally dumdvmnaged, wW addkiwml pmbcliemx wiX be pmvkM lo minimrw ri*A? 
; VuineraM: popuMon* *t not mekded m ihu «udy. 
PARTK: COMPENSATION 
1) QNo B) Ye* Will wlg'ocis Keeive ewipciMmliea Ar A«ir penkipMioe? If)ts, pkame exphin. 
Do not oak the pmynwol an imiuccment, only a oompowniom I* «xpemaes »d «KmnMoâmce. If m person it to receive 
money or another token of appreciation Ibrlbttr partiapaWL explain when a. will be K:\ciWNl any condiiion» of full or 
famml pwrnec* (F g, voWeew will S5.U0 kr each ofAeW ws:ls ut Uw ttudy or » ho! of S2S.W ifhcd* cmmpleNs 
the $mdy. If Ac «-:'?«* w&kikmw* &wm pMlicipmlwik Uiey will went $$^Xl tor each of Ihe n*i& «*npk*«d.) It « 
considered undwr imf'Mnoe to make compktwt of the Mod}- Ac bw%tbr wmpensMNia. 
As a Wken of appredaiion, upr-i M "rpi&n end submission of the questionnaire, student respondent email I 
oddW33cs be pboed in e mtdom drawing for two $59 casn prizes in early Apr#. Winning w# be | 
contacted via email. SludcnlrespondenlemaMaddresswwll be (Wined on a separate wbpage. The | 
researchers wNlnoiba able k match responses wilh etna* addresses. j 
PART L: CONnnENTTALm' 
11 I lftr.lv ;*"«»* Ihe mMhwk yaw will w % etnuw ike eoaSddwkty of dm obtained (&$.. ww W <**w *» :Ae 
«nrvAedw* 6#jfow( fMWy mouwo fbr "w^-kuaf jknt)ï W compwcrifonigc Aox kmg dbw 
Awetrth CompliiKt O^iùD) 10 
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KfW&r we.) 
| Oucdmrnakes wi rot oon%*n KknWkns. The f*o fesearchwe identlied above, are the only w* #«o 
| wiU l»vc access to quw.nma m <Mta. Al pnnt data wUI be Mored in a locked Me cabine;. Compi mr data 
| wil be stored on the msearchers personal computer. AN dele W be kept for one year aMer oomple&om of 
| the study. 
Ae&wcL Ctmphamx 04.1 u 'VA 11 
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CbecWbt for Attachment* 
I be following an? attached (plnm* check ont". Ibal arc applleaMt»): 
Q A cop) of 'he informed cw*«oi document OR S W(«r of mlamAkn ekmeuW of «on*w to %ub)cct* 
0 A cop\ of the mwenl 6»m if minors will be enrolled 
Q Wter *f fwm cooperating ofgmiaaioa* w lOMituikma alk»i% you to tendue* rexarch al their AcHWy 
[2 Daia^adxring mtrnmeoia (incWmg *»veyi) 
D KecmkocntOienw amy other docwwenc the «ntgeCKWill we 
T%w *c* «f awtenal: akqld be aubnwMed 6r$aehpmye* - Ac #HgW «opy of the applkadom farm, aw copy 
md twC KM ofaemmpamykg mateHab. FadmU régulation: rcquk that one copy of the grant application or propaal 
mu* he sebmkiod compxnwxL 
FOR 1KB I SK ONLY: 
Initial action by the Im^itutkmal Review Board (IRB): 
fj Project apprcvcd Date Cj 
O Pendiag Awlk* mrnrkw. Date: 
Q Priipxt not approved. Date: _ 
foUvw4:p adiom Ac IRB: 
TRB Appm^l Signature Date 





Dear ISU Dining Employee, 
You may have noticed the flyers in your workplace at ISU Dining Services requesting 
participation in a research study about your work behaviors and turnover intentions as a 
student employed in university foodservice. 
This research is endorsed by ISU Dining Services. You are asked to fill out a questionnaire 
by April 4, 2005, which should take approximately 10-15 minutes. 
In appreciation for completing the questionnaire, your name will be placed in a random 
drawing for 1 of 2 $50 cash prizes. These drawings will be held during early April, and 
the winner will be notified by email. 
Your participation in this study is voluntary and anonymous. Please click on the 
www.fcs.iastate.edu/hrim/diningsurvev/index.asp to complete the questionnaire. Upon 
completion, click the submit button. The responses will be received directly by us. We are 
the only ones who will see your responses that will be held in the strictest confidence and 
reported only as group data. Your response is essential for the success of this study and will 
provide important information for university foodservice operators. 
If you have any questions regarding this research study, don't hesitate to contact us. If you 
have any questions about the rights of research subjects or research-related injury, please 
contact the Human Subjects Research Office, 2810 Beardshear Hall, (515) 294-4566; Ginny 
Austin Eason, IRB Administrator, (515) 294-4566, austingr@iastate.edu, or Diane Ament, 
Research Compliance Officer (515) 294-3115, dament@iastate.edu. 




Foodservice and Lodging Management 
Tel: 5151-451-9219 
Shirley Gilmore, PhD, RD, LD 
Professor 
Foodservice and Lodging Mgmt. 
Tel: 515-294-9740 





To what extent do you agree or disagree with the following statements? (Please circle your answer). For 
questions related to manager, think about your immediate supervisor. For questions related to co­




My manager helps me catch-up I have 1 
been absent 
I help my manager catch-up when 
he/she has been absent 1 
My co-workers help me catch-up 
when I have been absent 1 
I help my co-workers catch-up when they 
have been absent 1 
My manager helps me when my work­
load is heavy 1 
I help my manager when his/her work-load 
is heavy 1 
My co-workers help me when my work-load 
is heavy 1 
I help my co-workers when their work-loads 
are heavy 1 
My manager assists me with my work 
(when not asked) 1 
I assist my manager with his/her work 
(when not asked) 1 
My co-workers assist me with my work 
(when not asked) 1 
I help my co-workers with their work 
(when not asked) 1 
My manager takes time to listen to my work 
problems and worries 1 
I take time to listen to my manager's work 
problems and worries 1 
My co-workers take time to listen to my 
work problems and worries 1 
Disagree Neither Agree/ Agree Strongly 
nor Disagree Agree 
2 3 4 5 
2 3 4 5 
2 3 4 5 
2 3 4 5 
2 3 4 5 
2 3 4 5 
2 3 4 5 
2 3 4 5 
2 3 4 5 
2 3 4 5 
2 3 4 5 
2 3 4 5 
2 3 4 5 
2 3 4 5 
2 3 4 5 
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Strongly Disagree Neither Agree/ Agree 
Disagree nor Disagree 
I take time to listen to my co-workers' 
work problems and worries 
My manager takes a personal interest in me 
I take a personal interest in my manager 
My co-workers take a personal interest in 
me 
I take personal interest in my co-workers 
My manager passes along new information 
to me 
I pass along new information to my manager 
My co-workers pass along new information 
to me 
I pass along new information to my 
co-workers 
My attendance at work is above average 
If I am unable to come to work due to an 
emergency or last minute sickness, I find 
a replacement 
I take underserved work breaks 
I spend time at work studying/reading 
I complain about insignificant things at 
work 
I adhere to informal rules designed to 
maintain order 
When work is slow, I find other tasks to 
do (example: cleaning, organizing etc. 
I volunteer to work extra hours when I know 


































I l l  
PART B 
I like working with my manager 
I like working with my co-workers 
I don't get along with my manager 
I don't get along with my co-workers 
I believe my manager will make a 
good friend 
I believe my co-workers would make 
good friends 
My manager doesn't ever try to treat 
me fairly 
I have complete faith in the integrity 
of my manager 
I feel a strong loyalty to my manager 
I would support my manager in almost 
any emergency 
My manager leads by "telling" rather 
than by "doing" 
My manager is a good model for me 
to follow 
My manager leads by example 
My manager fosters collaboration 
among employees 
My manager encourages employees 
to be "team players" 
My manager develops team spirit 
among employees 
My manager expects a lot from us 
My manager insists on only the best 
performance 
My manager will not settle for second best 
Strongly Disagree Neither Agree/ Agree Strongly 
Disagree nor Disagree Agree 
2 3 4 5 
2 3 4 5 
2 3 4 5 
2 3 4 5 
2 3 4 5 
2 3 4 5 
2 3 4 5 
2 3 4 5 
2 3 4 5 
2 3 4 5 
2 3 4 5 
2 3 4 5 
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PART C 
Strongly Disagree Neither Agree/ Agree Strongly 
Disagree nor Disagree Agree 
People at lower levels in the organization 
should carry out the requests of people 
at higher levels without questions. 1 2 3 4 5 
People at higher levels in organizations 
have a responsibility to make important 
decisions for people below them. 1 2 3 4 5 
Once a manager makes a decision, 
people working for the company 
should not question it. 1 2 3 4 5 
In work-related matters, managers have 
a right to expect obedience from 
their subordinates. 1 2 3 4 5 
An organization's rules should not be 
broken, not even when the employee 
thinks it is in the company's best interest. 1 2 3 4 5 
I have significant autonomy in 
determining how I do my job. 1 2 3 4 5 
I can decide on my own how to go about 
doing my work. 1 2 3 4 5 
I have considerable opportunity 
for independence and freedom in how 
I do my job. 1 2 3 4 5 
PART D 
Generally speaking, I am very satisfied 
with my job 1 2 3 4 5 
I am generally satisfied with the nature 
of work I do in this job 1 2 3 4 5 
Generally speaking, I am very satisfied 
with my manager 1 2 3 4 5 
I often think about leaving the organization 1 2 3 4 5 
It is likely that I will look for another job 
in a different unit of ISU dining within the 
next 6 months 1 2 3 4 5 
It is likely that I will look for another job 
outside foodservice within the next 6 
months 1 2 3 4 5 
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PARTE 
1. Where do you work majority of the time (example: Maple-Willow-Larch, Hawthorn Court, Memorial 
Union, Union Drive Community Center etc.)? 
2. What type of facility do you work at (example: Café, Food Court, Restaurant, Residential Dining 
Center etc.)? 
3. Job title at ISU Dining 
• Employee, no supervisory responsibilities 
• Employee, with supervisory responsibilities 
D Other 
(Please specify ) 
4. Reason for employment with ISU dining. Check all that apply 
• Lack of transportation to work off-campus 
d Place of residence is close to work 
• Work study employee 
D Allows for a flexible schedule 
• Employment is related to degree / major 
• Can only work on-campus 
• Hourly rate of pay 
• Other: (please specify) 
5. Are you considering quitting? 
•Yes • No 
If you answered "no," please go to question 7. 
6. If you are considering quitting, which of the following reasons apply? Check all that apply. 
• Can't keep up with school work-load 
• Found another job with department in which I am enrolled 
• Don't like to work in foodservice 
• Don't like work hours 
• Don't get along with supervisor 
• Don't get along with co-workers 
• Other: (please specify) 
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7. How many hours a week do you work with ISU Dining? 
0 Under 5 
•  5 - 1 0  
• 11 - 15 
•  16-20 
8. How many semesters have your worked in your current job? 
semesters. 
9. How long have you worked with the current manager? 
semesters. 
10. Is this your first job? 
•Yes • No 
1 1 .  I s  t h i s  y o u r  f i r s t  j o b  i n  f o o d s e r v i c e ?  
•Yes • No 
12. How many co-workers do you work closely with? 
13. What % of your total work time do you spend interacting with your co-workers? 
• Under 25% 
• 25% - 50% 
•  5 1 % - 7 5 %  
• 76% - 100% 
14. What % of your total work time do you spend interacting with your manager? 
• Under 25% 
• 25% - 50% 
•  5 1 % - 7 5 %  
• 76% - 100% 
1 5 .  G e n d e r  
• Male 
• Female 
1 6 .  W h a t  i s  y o u r  a g e ?  
1 7 .  W h a t  i s  y o u r  h o u r l y  r a t e  o f  p a y ?  
/ hour 
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1 8 .  W h a t  i s  y o u r  e t h n i c  b a c k g r o u n d ?  
• Caucasian 
• African American 
• Hispanic American 
• Asian American 
• American Indian/Native American or Alaska Native 
• Other: (please specify) 
• International (please specify country) 





• Graduate Student 
• Other: (please specify) 
20. Major in college: 
2 1 .  H o w  a r e  y o u  p a y i n g  f o r  y o u r  e d u c a t i o n ?  C h e c k  a l l  t h a t  a p p l y .  
• Self: % 
• Parents/guardian: 
• Student Loans: 
• Work study: 
• Scholarships/grants: _ 










OS U ixD i '; ' 1 " 
Attention ISU 
Dining Employees ! ! ! 
Your help is needed to provide useful 
information regarding formation of 
work behaviors and turnover 
patterns in students employed in 
university dining services. For more 
information, check your email during 
the next few davs for a message from 
; diningsurvev@mail.fcs.iastate.edu. 
As appreciation for participation in 
the study, your name will be entered 
in a random drawing for a chance to 
win l of 2 cash prizes. 
| For further information, please contact Swathi Ravichandran, 
I Principal Investigator, (515) 292-5790, swathi@iastate.edu. 
? 
